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LOI CAM DOAN

Tac gid cam doan nghién clru nay la cua riéng, do NCS ty nghién ctru tur
thue dia hodc cac ngudn thir cap khac nhung ludn ghi & ngudn. Tac gia khong sao
chép két qua nghién ctru ciia nguoi khac dé 1am san pham cta riéng minh. Tac gia
xin hoan toan chiu trach nhiém trudc hoi déng khoa hoc vé tinh xac thuc va

nguyén ban cua tai li¢u nay.

Nghién cvru sinh



v
LOI CAM ON

Xin chan thanh cam on cac Thiy C6 gido Khoa Marketing, dic biét, Thay
gido hudng dan, GS.TS. Tran Minh Pao va PGS.TS. Truong Pinh Chién da gitp
do, dong vién, khuyén khich, tham chi tao strc ép cho NCS c6 dong luc hoan thanh

luan an nay.

Cam on c¢6 Nguyén Thi Tam, TS. Vii Huy Théng, PGS.TS. Nguyén Viét
Lam, PGS.TS. Pham Hong Chuong, GS. Kenichi Ohno (GRIPS, Tokyo Nhat
Bén), PGS. Truong Quang (Maastricht School of Management, Ha Lan) - nhiing
nguoi Thay di tao diéu kién va giup d& toi rat nhiéu trong sudt qué trinh nghién

curu va hoan thanh luan an.

Cam on cac dong nghiép ¢ Truong Pai hoc Kinh té Qubc dan, Dién dan
Phét trién Viét Nam d3 tao diéu kién thoi gian cing nhiing 10i dong vién chan

thanh nhat cho toi trong qua trinh thuc hién dé tai luan an.

Cam on nhiéu 16p sinh vién da cho t6i niém say mé véi nghé va c6 dong luc
dé tiép tuc nghé giao - mot trong nhirng 1y do dé t6i 1am luén an. Ho cling chinh 13

nhing ngudi da gitip t6i thu thap thong tin so cap cho luan an nay.

Cubi cung, 161 cdm on chan thanh nhét xin gui to1 Mg, Chéng, Con va cac
thanh vién trong gia dinh 16n cia toi di tao diéu kién thoi gian cho t6i nghién ciru.
Ho chinh 1a dong luc manh mé¢, 1a hau phuong virng chic cho toi trong moi van dé
cua cudc séng, dac biét 1a quyét dinh theo dudi con duong nghién ctru khoa hoc va

thuc hién luan an tién sy nay.

Xin chan thanh cam on tat ca!
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PHAN MO DAU

1. Tinh cdp thiét ciia dé tai lugn dn

Viét Nam da tiép can nén kinh té thi truong hon 20 nadm, mét khoang thoi
gian chua dai nhung ciing khong ngin dé cac doanh nghiép c6 thé van dung nhitng
phuong phép quan 1y ciia co ché thi truong. Marketing va quan tri marketing da va
dang dugc xem nhu mot trong nhiing triét 1y kinh doanh quan trong gitip doanh
nghi¢p dat dugc nhitng thanh cong trong dai han. Tuy nhién, viéc van dung 1y
thuyét nay van can xem xét voi hau hét cac doanh nghiép Viét Nam. Viéc nghién
clru sau sic va van dung cac phuong dién khac nhau ciia marketing 1a can thiét dé
pho cap tu tudng chinh thong va cip nhat ciia marketing theo diing ban chat cia

no.

Thuec té, viéc tng dung marketing ngay nay chiu anh huong sau sic cla cac
yéu to nhu toan cau hoa, cong nghé ky thuat, san pham va cach tiép can khach
hang. Sy thay d6i ctia méi truong kinh doanh, hanh vi khach hang cing véi su phat
trién cua cac hinh thic kinh doanh méi trén thi truong “mdt thé gici” rong 16n va
ngay cang da dang da tao ra xu hudng mai trong ing dung marketing - marketing
tryc tiép. Marketing trwe tiép xuat hién 1am bién doi co ban cac hinh thirc canh

tranh trong moi truong kinh doanh toan ciu day bién dong.

Marketing truc tiép, mot hinh thirc marketing khong qua méi trén thé gisi
nhung con xa la véi cdc doanh nghi€p Viét Nam. Hon nita, & Viét Nam chua co
mot cong trinh nao khai quat va tong két mot cach hé thong cha dé nay. Po ciing
chinh 1a mot vai 1y do lam cho tng dung marketing tryc tiép & Viét Nam chua
duoc dé cao va cling chua gitp cac doanh nghiép dat hiéu qua nhu mong mudn.
Lam thé nao dé tng dung hiéu qua marketing tryc tiép nham nang cao kha ning
canh tranh cua cac doanh nghiép Viét Nam trong nén kinh té thi truong la mot cau
hoi can tra 101 va “Marketing trwe tiép va vigc teng dung vao Viét Nam” 13 van dé

ma NCS da lva chon lam chu dé cho luan an cua minh.

Trong nén kinh té thi truong, khi canh tranh ngdy cang trd nén gay gat, cac
doanh nghiép khoéng mudn phung phi ngudn lyc dé dau tu cho hoat dong
“marketing hwdng t&i tat ca moi ngwoi”. Ho mudn c6 duoc phan tng dap lai co
thé cam nhan duoc tir khach hang trudc cac nd lyc marketing ctia doanh nghiép va

qua d6 do ludong hiéu qua cta cac nd lyc d6. Chinh vi vay, marketing truc tiép voi



2

uu thé dap ung dugc nhitng mong mudn doé s€ ngay cang dugc xem la cong cu hiru

hiéu cho cac doanh nghiép, dic biét trong thoi ky hoi nhap kinh té qudc té.

2. Muc dich va y nghia nghién ciru cua ludn dn

beé tai nay dugc thuc hién hudng vao cac muc ti€u co ban sau day:

- Lam rd khai niém, ban chat va diéu kién ap dung marketing truc tiép; nhan
dang uwu va nhuogc diém cua hinh thire nay,

- Tim hiéu nhitng cong cu duoc sir dung trong marketing truc tiép;

- Nhén dang nhiing thuan loi va khé khin khi tng dung marketing truc tiép
trong hoat dong kinh doanh & Viét Nam;

- Dé ra cac giai phap hd tro va khuyén khich doanh nghiép Viét Nam véan dung
marketing truc tiép nang cao kha ning canh tranh trong diéu kién hoi nhép
kinh t€ toan cau.

3. Tong quan nhitng nghién civu di cé lién quan t6i dé tai ludn dn

Marketing truc tiép 1a mot hinh thirc marketing khong qua méi trén thé gisi
nhung con xa la véi cac doanh nghiép Viét Nam. Trén thé gi61, c6 mot s6 cac dé
tai da nghién ctru vé marketing truc tiép nhu Cach tiép can dinh luong nhiam tbi da
hoéa lgi nhuan trong marketing truc tiép (Quantitative Approaches for Profit
Maximization in Direct Marketing, 1999) cta Hiek van der Scheer. Trong nghién
ctru nay, Hiek van der Scheer quan tdm t6i viéc luong hoa cac két qua nhd cac
hoat dong marketing truc tiép. Hay M6 hinh hoa hanh vi mua lai ctia khach hang
trong marketing truc tiép nho tham khao 1y thuyét mang Bayesian (Bayesian
neural network learning for repeat purchase modelling in direct marketing) cua
nhom tac gia Bart Baesens, Stijn Viaene, Dirk Van den Poel, Jan Vanthienen va
Guido Dedene cua DPai hoc Ghent University, Khoa Marketing, Hoveniersberg 24,
B-9000 Ghent, Bi thi chi quan tam t61 hoat dong kinh doanh qua mang ctia eBay
nho kha nang do ludng tan sut mua hang qua mang cta khach hang. Bai viét Mo
hinh hoa kha niang dy bao trong marketing truc tiép tu dong (Predictive modeling
in automotive direct marketing) cia W Gersten, R Wirth, D Arndt dang trong ky
yéu hoi thao Proceedings of the sixth ACM SIGKDD international conference on
Knowledge discovery and data mining tai Boston, Massachusetts, United States
nam 2000 thi tdp trung vao viéc phan tich kha ning du bao tiém ning thi trudng
nho viée 4p dung marketing truc tiép trong cong nghé thong tin, dién tir hoa cac

don dat hang cta khach hang qua mang... Qua nhitng nghién ctu d6 va qua cac
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gido trinh vé marketing, c6 thé thdy marketing tryc tiép da va dang tao stirc manh
cho céc doanh nghiép trong hoat dong kinh doanh. Nhung cac nghién ctru do chua
cu thé hoa trong méi truong kinh doanh tai mot nén kinh té dang chuyén doi nhu
Viét Nam.

Con & Viét Nam chua c6 mot cong trinh nao khai quat va tong két mot cach
hé thong chii dé nay. Chi c6 mot sd bai viét c6 lién quan nhu internet marketing,
email marketing trén cac trang di¢n tor nhu www.CRM.com.vn, openshare.com.vn,
marketingchienluoc.com. Tuy nhién, d6 chi 1a cac bai viét 1¢, chua hé thong hoa
duoc cu thé marketing truc tiép 1 gi va nhitng vu va nhugc diém ciia né va cang
chua nén 6 diéu kién ap dung cua timg hinh thirc marketing truc tiép. Mot s bai
viét 1& vé cac cong cu ciia marketing nhu telemarketing, internet marketing hay
buu chinh marketing cling c6 dau d6 & mot vai t& bao nhung ching dugc xuit ban
mot cach ro1 rac nén nguoi doc ndi chung van chua dac két duge mot cach hé
thong vé& marketing truc tiép. Va dé ciing chinh 1a mét vai 1y do 1am cho tng dung
marketing truc tiép & Viét Nam chua duge dé cao va ciing chua gitp cac doanh

nghiép dat hiéu qua nhu mong mudn.

Cac truong dai hoc c6 chuyén nganh marketing cting chua c6 tai li¢u chinh
thong nao dé dua 1y thuyét nay vao giang day. Tac gia hy vong, viéc dau tu nghién
clru sdu vao van dé nay s& gitip tao nén mot khudn kho 1y thuyét va thuc tién, 1a co
so dé cac nha kinh doanh, nha quan 1y va sinh vién c6 dugc mot cai nhin dung dan
vé marketing tryc tiép va thuc trang rng dung no tai Viét Nam. Déng tho1i, luan an
cling hy vong xac dinh dugc cach thirc tmg dung marketing tryc tiép vao thi truong
Viét Nam hi€u qua nhét. Bao céo cudi cung cua dé tai luan an c6 thé 1a tai liéu
tham khao ¢ gia tri khong nhitng cho cic doanh nghiép ma con 12 mét cudn tai

lidu giang day vé marketing truc tiép & Viét Nam trong nhirg nim toi.

4. Doi twong, phwong phdp va pham vi nghién ciru

Thuc hién dé tai nay, NCS sir dung nhiéu phuwong phap nghién ctru khéc
nhau nhu nghién ctru tai ban, diéu tra khao sat, phan tich téng hop, phong van
chuyén gia... v6i cach tiép can duy vat bién chimg. Phwong phdp nghién ciru tai
ban dugc st dung trong thu thap dit lidu thir cap. Nhiing tai lidu trong va ngoai
nudc nghién ciru vé 1y thuyét va tng dung marketing truc tiép dugc tic gia thu

thap, dich thuat va tong hop lai nham dua ra mot khung 1y thuyét twong dbi day du
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vé marketing truc tiép cling nhu nhitng diéu kién can thiét dé ap dung hinh thuc

marketing nay trong hoat dong kinh doanh.

Nhiéu dit liéu thir cap, nhimg 1y thuyét vé marketing truc tiép duoc tac gia
thu thap tur nhiéu nguén khac nhau nhu sach, bao, tap chi, internet. Thyc trang ing
dung marketing truc tiép trén thé gidi va Viét Nam trong cac bao cao nghién ctru
dd c6 nhu Emerate, Proquest hay Lexis Nexis. .. cling dugc tac gia khai thac nham
c6 mdt cai nhin tong quan nhat vé 1y thuyét marketing truc tiép va thuc trang (mg
dung marketing tryc tiép trén thé giéi. C6 thé khang dinh, nhitng kién thirc trinh
bay trong luan an nay duoc thu thap tir rat nhidu ngudn trén thé gii. Nhing dix
lidu d6 duogc dang tai trong khoang thoi gian tir 1999 dén 10/2008.

Xuat phét tir quan diém cho rang, marketing c6 thé lam thay doi trang thai
clia cau, tic gia phan tich tir vi mo t6i vi mo, tir 1y thuyét t6i thyuc té dé dé khing
dinh sy ra doi va phat trién cua marketing 13 xu thé tat yéu. Nghién ctru sinh d3
tién hanh thu thap dir liéu so cép vé thuc trang rng dung marketing truc tiép tai
mét s6 cac doanh nghiép Viét Nam: nhan thirc, thai do, dau tu va nhiing cong cu
marketing truc tiép ho da str dung. Nhitng danh gia vé hiéu qua cua cac cong cu
marketing truc tiép va du dinh sir dung marketing truc tiép trong twong lai ciing
duoc khai thac. Ngoai ra, mot nghién ciru nhé nham tim hiéu kha nang chap nhan
ciia khach hang Viét Nam véi cac hinh thirc marketing truc tiép ma cac doanh
nghiép sir dung ciing dugc thyc hién; qua d6 NCS hy vong 1am sang to nhiing diéu

kién dé nguoi tiéu dung Viét Nam chap nhan hinh thitc marketing nay.

Phuong phap nghién cvu tai hién truong voi bang cau hoi dugce thyc hién
v6i 282 doanh nghiép trén cuwong vi 1a nha cung cap; 112 doanh nghiép trén cuong
vi 12 khach hang va 572 ngudi tiéu ding Viét Nam. Ba ddi twong trén duogc tac gia
tiép can bang 3 Phiéu diéu tra khac nhau. Phiéu diéu tra va nhirg bang két qua
nghién ctru cu thé dugce trinh bay trong phan phu luc dinh kém. Nhimng dir liéu so
cap duoc thu thap va xir 1y bang may tinh, phan mém phan tich dit liéu thng ké
SPSS, phién ban 13.2. Dit li€u so cép dugc thu thap nham thyuc hién dé tai nay
trong khodng thoi gian ttr nam 2005 té1 2007.

Do thoi gian va ngudn luc c6 han, dbi tugng nghién ciru cho céc tai lidu so
va thir cip tap trung cha yéu & thi truong Ha Noi, noi duge coi 13 trung tim vin
hoa va thuong mai ciia ca nudc, véi thu nhap binh quan gap 3 1an thu nhap binh

quan dau nguoi cua ca nude va duge danh gia 1a mdt trong nhitng noi phu hop voi
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marketing tryc tiép nhat. Nhitng mau nghién ctru dién hinh & Thanh phd H6 Chi

Minh, Pa Néing va Hai Phong ciing duoc nghién ctru nhu nhiing dbi ching.

5. Bo cuc cua ludn dan

Bén canh phén mé& dau va két luan ludn an duoc két cdu thanh 3 chuong:
Chuong 1: Tong quan vé marketing truc tiép
Chuong 2: Thuc trang ing dung marketing truc tiép tai Viét Nam

Chuong 3: Nhiing giai phap co ban nham ting cuong ung dung marketing

truc tiép tai Viét Nam

6. Nhirng dong gop cua ludn dan

Véi viéc nghién ciru mot dé tai rit mdi, luan an hy vong sé& dong gop duoc
nhitng gia tri 1y luan va thyc tién, lam gidu thém kién thirc va kinh nghiém tng
dung marketing trong kho tang cac cong cu marketing phong phu, trong thé gidi

kinh doanh rong 16n ¢ thoi dai cong nghé va toan cau hoa ngay nay. Cuy thé la:

- Lam & khai niém vé marketing truc tiép, qua d6, hé thong héa cac ly
thuyét va co sé cia viéc ung dung marketing truc tiép: Uu, nhuogc diém, co so
khach quan va chi quan dé mg dung marketing truc tiép, cac cong cu va quy trinh

marketing truc tiép;

- Tong két duge cac md hinh marketing truc tiép & mot s6 nude trén thé gidi
theo 2 khu vue: Khu vuc céc qudc gia phat trién nhu My, Chau Au; va khu vuc cac
quéc gia dang phat trién c6 diéu kién kinh té twong dong véi Viét Nam nhu Thai

Lan, Trung Qudc va Malaysia;

- Gi6i thiéu mot buc tranh téng thé vé thyuc trang Gmg dung marketing tric
tiép tai Vi¢t Nam; nhirng uvu nhugc diém cua viéc sir dung cong cu marketing déy
quyén ning nay ¢ Viét Nam. Do chinh 14 nhitng luén ctr quan trong dé cac doanh
nghiép va cac nha quan 1y c6 quyét dinh chinh xac va hiéu qua khi cin nhic Gng

dung marketing truc tiép trong kinh doanh tai Viét Nam;

- Nhén dién cac van dé can giai quyét, NCS da danh gia kha nang ung dung

va phat trién cong cu nay ¢ Viét Nam va dé xuét giai phap giup ing dung c6 hiéu
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qua cong cu ndy & Viét Nam, phan anh kha niang hdp thu va tiép nhan cta cac

doanh nghiép Viét Nam vdi cac phuong thirc marketing hién dai;

- Qua nghién ciru, tac gia hy vong da danh gia mot cach khai quat nhat nhan
thirc cua cac doanh nghiép dang kinh doanh trén thi truong Viét Nam vé vai tro,
kha ning tmg dung marketing truc tiép tai day. Mot sb giai phap va dé& xuét duge
tac gia néu ra nham thuc day tng dung marketing truc tiép vao kinh doanh tai Viét
Nam, giam bdt chi phi, ting kha nang canh tranh cua cac doanh nghi¢p Viét Nam
trén thi truong ndi dia cling nhu trén thi trudng quéc té dudi ap luc canh tranh
ngay cang gay gat cia thi trudng chung “mot thé gidi”. Tac gia thuc hién dé tai voi
mong muén giai dap cho nhiing ai con nghi ngo kha nang ing dung marketing truc

tiép tai thi truong Viét Nam noi riéng va thé gidi noi chung.
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CHUONG 1. TONG QUAN VE MARKETING TRUC TIEP

Cung véi toan cau hoa, hanh vi mua hang thay doi va su phat trién cia khoa
hoc cong nghé da tac dong va tao ra nhiing su thay doi cin ban trong hanh vi kinh
doanh va cac cong cu dugc sir dung trong canh tranh toan cau. Gi6i kinh doanh da
sit dung nhiing cong cu hoan toan mai dé xay dung loi thé canh tranh va mot trong
s6 d6 1a marketing tryc tiép. Tuy nhién, mirc 46 ap dung va kha ning thanh cong
ctia cac doanh nghiép trén cac khu vuc khac nhau véi marketing truc tiép 1a rat
khac nhau. Két qua d6 mot phan 1a do nhan thirc ctia cac doanh nghiép ndi riéng va
x4 hoi n6i chung vé marketing truc tiép con chua thuc sy diy du va théng nhat.
Ban chét, quyén ning va nhimg cong cu cu thé ctia marketing truc tiép ma cac
doanh nghiép c6 thé str dung 14 ndi dung duoc trinh bay trong chuong dau tién cua

luan an nay.

1.1.  Khai quat vé marketing truc tiép
1.1.1.  Marketing truc tiép la gi?

Marketing, mot trong nhiing triét 1y kinh doanh da va dang dugc cac doanh
nghiép sir dung lam kim chi nam cho hoat dong kinh doanh ctia minh. Cung véi su
phat trién cua kinh té thi truong, canh tranh ngdy cang tro nén gay git va
marketing ciling duoc phat trién theo nhiéu hudng khac nhau. Mot trong nhiing
huéng phat trién ctia marketing trén nén tang phat trién ctia cong nghé thong tin
chinh 13 marketing tryc tiép. C6 thé noi, marketing truc tiép da va dang duogc gidi
doanh nghiép tai cac nudc phat trién str dung nhu chiéc chia khoa dé thiét 1ap, duy

tri va phat trién mdi quan hé véi khach hang.

Tuy nhién, & Viét Nam, marketing truc tiép van chua thuc su phat huy hi¢u
qua boi ban than 1y thuyét vé né con nhiéu diéu xa la véi giéi doanh nghiép Viét
Nam. Pic biét, chua c6 mot cong trinh nao khai quat va tong két mot cach hé
théng chu dé nay. Piéu do 1am cho viéc van dung marketing dudong nhu con mét 16
hong 16n. Vé mit ban chat, marketing truec tiép la mét hinh thirc truyén thong hién
dai, két hop cdc hinh thirc truyén théng truyén thong (qudng cdo va ban hang cd
nhdn) nham tac déng vdo thi truong va tao ra cdc phdan g nhanh chéng va cé

thé do luong cia khdch hang.

Muc tiéu ciia marketing truc tiép 14 cung cip cho khach hang nhiing thong
tin vé san pham co thé dap tng nhu ciu va wdc mudn cua ho, qua do tao ra phan

g ttrc thi cta khach hang véi san pham cta doanh nghiép. Piém khac biét co ban
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nhat giita marketing truc tiép v6i cac phuong phap marketing truyén thdng khac
chinh 13 sw twong tdc, trao doi théng tin qua lai gifta ngwoi mua va nguoi bdn,
gifta chii thé truyén thong va khdch thé - doi twong nhdn tin; qua d6, doanh nghiép

dé dang danh gia duoc hiéu qua truyén thong ctia minh.

Trén thyc té, marketing truc tiép khong phai 1a mot cach 1am marketing
hoan toan md&i. Vao nam 1498 tai Venice, nguoi ta da xuit ban mot cudén danh muc
mit hang dé co thé cung cap thong tin cho khach hang lya chon. Pén nim 1667,
Hiép hoi cac nha lam vudn nuéc Anh xudt ban cuén Danh muc cdc nha vieon, kém
v6i d6 1a thong tin vé nghé 1am vudn va phat khong cho khach hang c¢6 nhu cau
lam vuon canh. Tuong tu, trong sudt thé ky 18 va 19, hang loat cac danh muc dat
hang qua thu d dugc xuit ban dé cung cap thong tin cho khach hang. Thuc té da
chtng minh, voi cach truyén thong tin nhu vy, doanh sé ban hang (ctia nhitng mit
hang duoc dang trén cic xuat ban pham) ting 1én déng ké. Trén co sé do, ban hang
qua thu ngay cang dugc nhidu doanh nghiép ap dung hon [16]. Ban hang qua thu

chinh 1a biéu hién dau tién va cu thé ciia marketing tryc ti€p.

Gan déy, cung v6i xu hudng phat trién cong nghé ¢ trinh do cao va canh
tranh ngay cang gay gat hon budc cac doanh nghiép phai sir dung cach thuc tiép
can va giit chan khach hang gan hon, chit hon. Khai niém marketing truc tiép da ra
doi vao thap ky 90 ciia thé ky 20 va dan dugc gidi doanh nhan st dung phd bién
trong hoat dong kinh doanh nham thiét lap, duy tri va phét trién mdi quan hé voi
khach hang - ngudén duy nhét cung cép loi nhuin cho doanh nghiép. Ngay nay,
marketing tryc tiép duoc ap dung thong qua hang loat cac phuong tién nhu thu giri
kém to roi hodc catalog, di€n thoai hoac fax, gidi thi¢u va ban hang truc tiép trén ti

vi (TV), dai hodc email va internet.

D3 c6 nhiéu cach hiéu khac nhau vé marketing tryc tiép. Vi dy, marketing
tryc tip 13 thir moi mua hang gii truc tiép t6i khach hang; 1a guri thu truc tiép gidi
thi€u san phém; 1a hoat dong mua bén tryc tiép gitta khach hang vé1 nha san XUAt.
M&i cach goi thé hién mot phuong thirc truyén théng cu thé. Ngay nay, nguoi ta
nhan ra rang, tit ca nhimg hoat dong d6 déu thudc vé marketing truc tiép.
Marketing truc tiép dugc biéu hién qua rat nhiéu cac hoat dong truyén thong cy thé
huéng tryc tiép nd luc téi khach hang. Thu truec tiép gidi thiéu san pham ma doanh
nghiép gui cho khach hang duéi cac hinh thic nhu: thu, thiép moi, phiéu mua
hang, to roi hay catalog. Cling twong tu nhu vay, thu dat hang con gui keém thém

danh muc cic san pham ma khach hang c6 thé dit mua va dé khach hang chon
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nhing san pham ho dinh mua gui lai cho doanh nghiép. Muc tiéu ma méi chirong
trinh marketing truc tiép hwéng t6i la hanh vi phan vmg truc tiép va tich cue ciia
khdch hang véi cdc chwong trinh d6. Khach hang ciing c6 thé c6 phan ung triuc
tiép voi cac thong diép quang cdo tir TV, quang cdo tir bdo va tap chi, tir internet

hay email bang cach thirc khac nhau nhu giri thu tra 101, goi dién hay nhan tin...

Theo NCS, cach hiéu don gian nhat marketing truc tiép la viéc truyén thong
triec tiép t6i khach hang nham tao ra phdn iing ddt hang truc tiép. Cac phan tng
d6 co6 thé 1a tim hiéu thong tin, ti thim noi ban hang, cira hang gidi thiéu san
pham... Cach hiéu nay nhan manh téi chirc ning truyén tin vé san phiam/doanh
nghiép t6i khach hang muyc tiéu, tao 1ong tin va thiic day ho mua. Theo cach hiéu
nay thi marketing truc tiép la mét trong nam hinh thirc truyén théng marketing
(mot bd phan cta marketing mix, con dugc goi 13 xtc tién hdn hop): quang céo,
xuc tién ban (khuyén mai), tuyén truyén (quan hé cong déng — PR), ban hang ca
nhan va marketing truc tiép. Khi d6, marketing truc tiép c6 thé giup doanh nghiép
truyén thong tin toi cho khach hang nhung can dit trong méi quan hé tuong tac voi
cac cong cu marketing khac nhu san pham, gia ca va kénh phan phdi. Ngoai ra,
marketing truc tiép kho co thé st dung don 1¢ ma can két hop véi cac hinh thirc

truyén thong khac.

Marketing truc tiép cd gang két hop ca 3 yéu t6: quang céo, xuc tién ban,
ban hang c4 nhan dé tiép can véi khach hang mot cach truc tiép khong qua trung
gian hodc cira hang. P6 1a mot hé théng marketing twong tac co st dung mot hay
nhiéu hinh thirc truyén thong dé tac dong dén khach hang nham tao ra mot phan
ung hay mot giao dich gitra khach hang véi doanh nghi€p ma khong gép tré ngai
vé khong gian dia 1y.

C6 dinh nghia khing dinh “marketing triec tiép la tong thé cdc chwong trinh
ma doanh nghiép thuc hién nham tao ra nhitng cugc trao doi cé hiéu qua voi
nguoi mua, hwdng moi né luc vao khan thinh gia muc tiéu qua mét sé phiong
phdp khdc nhau nham muc dich tao ra cac phan vmg dép lai cia khdch hang tiém
nang qua dién thoqi, thi, email hay mét cudc viéng tham ndo dé cua khdch
hang”[16][18]. Theo NCS, dinh nghia nay qua rong va quéa dai. N6 qué rong boi
cach hiéu “marketing truc tiép 1a tong thé cac chuong trinh”. Thong thudng,
marketing truc tiép 1a mot chuong trinh marketing duoc doanh nghiép thuc hién
trong mot khoang thoi gian nao d6 hoic no 1a cach thirc ma doanh nghiép tiép can

v6i khach hang. Néu néi marketing truc tiép 1a tong thé cac chuong trinh thi ¢6 thé
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gy hiéu 1am, n6 bao gdm moi hoat dong ciia doanh nghiép trong khi, marketing
tryc tiép chi 1a mot trong nhimg cong cu, biéu hién cua marketing, mot chirc ning
cua doanh nghiép. N6 nén dugc hiéu 12 mot sb chuong trinh hoat dong dugc doanh
nghi¢p thuc hién véi1 muc ti€u tao ra cac cudc trao doi truc tiép vo1 khach hang.
Khong chi marketing truc tiép ma tit ca cac chuong trinh marketing cta doanh
nghiép déu hudng t6i muyc tiéu cudi clng 14 cé duoc cudce trao ddi c6 lgi véi khach

hang muyc tiéu.

Mot khai niém khac: “Marketing triec tiép la sw phoi hop giita nhitng suy
nghi sang tao, nhitng hiéu biét vé khdich hang cing véi viéc vng dung cong nghé
hién dai dé cd nhdn héa théng diép truyén théng ciing nhw cdc gidi phdap kinh
doanh qua hang loat cdc phirong tién”[17]. Marketing truc tiép phai bat ngudn tir
co so dit liéu vé khach hang; nd gitip thuc hién viéc thiét 1ap mbi quan hé c4 nhan
giita khach hang tiém ning v6i doanh nghiép. Dinh nghia nay lai qua khai quat,
qua chung chung, né chua cho nguoi doc hiéu duoc ban chit cua marketing tuy
rang né ciing thién vé cach hiéu, marketing truc tiép 1a mot hinh thirc truyén thong
marketing dugc thyc hién qua cac phuong tién truyén thong hién dai. Can khing
dinh réng, khong phai moi cong cu marketing tryc tiép déu duogc thuc hién qua
cong nghé hién dai cho du su phat trién cua cong nghé tao diéu kién cho marketing

tryc tiép phat trién nhanh trong nhitng thap ky gan day.

Theo Hiép hoi marketing truc tiép My (Direct Marketing Association,
www.the-dma.org) thi “marketing truc tiép la mét hé thong truyén thong
marketing hoat dong thuong xuyén cé sw twong tic ciia mét sé6 cdc phwong tién
quang cdo va truyén théng nham tao ra cdc phan vmg trao déi hodc giao dich (cé
thé do luong) tich cuee tir phia khich hang ma it chiu gi6i han béi khéng gian va
thoi gian”[20][21].

Khai niém nay bao gom 4 van d& co ban. Thir nhdt, marketing tryc tiép
trude tién 12 mot hinh thirc truyén thong. Hinh thirc nay hudng toi viée tao ra su
tuong tac hai chiéu giita doanh nghiép véi khach hang. Thir hai, khach hang ludn
duoc cung cap co hoi phan hoi véi thong diép truyén thong. Thit ba, viéc truyén
thong co thé thuc hién & bat ky noi nao ma dbi tuong muc ti€u cod thé tiép nhan
thong tin tir phuong tién truyén thong. Thit fir, hiéu qua ciia marketing truc tiép 1a
c6 thé do ludong dugc. Piéu quan trong ma dinh nghia nay nhdan manh chinh la
marketing tryc tié}) dwoe thue hién nham thu dwoc mét phan vng dap lai co thé do

lwong dwoc, thuong la nhitng don dat hang cua khach hang. Pay la khai ni€ém ma
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NCS tam dic nhit va 1a tu tudng chinh théng dugc NCS st dung dé thuc hién luan
an boi n6 néu rd duogc ban chat cling nhu cach thirc ma marketing truc tiép thuc
hién nham gitp doanh nghiép dat dugc muc tiéu truyén théng ciing nhu myc tiéu
trong kinh doanh ctia minh. Nhing lgi thé ma marketing truc tiép c6 dugc so véi
cac hinh thire truyén thong cb dién khéc ciing dugc dé cap. Mic du khai niém nay
tuong ddi dai nhung nd c6 kha ning truyén tai tit ca nhimng dic tinh va loi ich cia
hinh thtrc nay, giup cac doanh nghiép ciing nhu cong dong hiéu mot cach twong

dbi chinh x4c ban chét cua hinh thic truyén thong nay.

Tom lai, trong luan an nay, NCS cho rang, can xem marketing truc tiép nhu
mot hinh thire truyén thong thay vi 1a mot cach 1am marketing hoan toan méi. Tuy
vay, marketing truc tiép ciing nhu bat ky mot hinh thirc truyén théng hay mot cong
cu nao khac ctia marketing, n6 ciing can dat trong mbi quan hé mat thiét, tuong tac
va anh huéng 1an nhau véi céc hinh thirc truyén thong hay cac cong cu marketing
khac. Chinh vi thé, viéc stt dung mot chuong trinh marketing truc tiép can sy hd
tro, bat nguén hay kéo theo viéc thuc hién cac cong cu marketing khac la can thiét

dé bao dam chuong trinh d6 dugc thyc hi¢n va thuc hién c6 hi¢u qua.

Muc tiéu ctia marketing truc tiép 1a cung cp cho khach hang thong tin vé
san pham c6 thé dap Gmg nhu cau va uéc mudn ciia ho, dé tao ra cac phan tng tich
cuc tirc thi ciia khach hang va hudng truc tiép t6i doanh nghiép — ngudi ban.
Marketing truc tiép khac véi cac hinh thirc truyén thong khac & kha ning tap trung
nd lyc trong tim kiém don dat hang. Cac hinh thitc truyén thong truyén thong tap
trung tim cach thay doi thai d6 va xay dung long trung thanh cta khach hang qua
viéc 16i cudn va ché ngu tinh cam ciia khach hang. Vi du nhu, quang cdo hudng toi
muc tiéu tao cho khan/thinh gia mot cai nhin thién chi ddi véi san pham va doanh

nghiép dé tao kha nang mua hang khi can san pham.

Trong vai thap ky gan day, marketing truc tiép di tao duoc thanh cong dang
ké cho cac doanh nghiép My va Chau Au. Cong nghé phat trién dem lai nhiing
thay doi dang ké trong cong tac phan phdi va truyén thong trong kinh doanh. V&i
mot hé théng may tinh ndi mang, cung mdt danh sach déy du va cap nhat thong tin
vé khach hang tiém ning, doanh nghiép dé dang xac dinh duoc thi trudng muc tiéu

cling nhu phuong thirc tiép can thi truong d6 hiéu qua nhat.
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1.1.2. Nguyén nhan ra doi va phat trién ciia marketing truc tiép

Su phat trién cua kinh t& x3 hoi va cong nghé tao co hoi cho doanh nghiép
tiép xuc tryc tiép voi khach hang ting 1én. Nhiing thay doi trong 16i séng, vi du, hd
gia dinh véi ca hai vo chong cung di lam, thoi gian danh cho mua sam ngay cang it
hon kéo theo nhitng thay d6i trong hanh vi mua hang. Xu huéng st dung dién
thoai hodc thu dé dit hang - mdt cach hiru hi¢u dé mua sim hang hoa thuan tién
nhat - s& ting 1én. Nhiéu nguoi doc than khong mudn mat thoi gian va cong strc
cho viéc mua sim nén thudng xuyén dat hang qua mang, qua dién thoai - mot cach
tiét kiém chi phi va nd lyc hiéu qua. Ho vAn mua dugc nhitng san pham phu hop,
ung ¥ chi sau vai phut gidy - nhanh hon, ré hon va an toan hon nhiéu so véi viéc di
mua sim ngoai cira hang. Phuong thirc mua ban nay gitp giam thiéu rai ro phat

sinh ngoai du kién khi di mua hang tryc tiép.

Ngay nay, marketing truc tiép dang duoc nhiéu doanh nghiép st dung véi
vai tro ngay cang 16n hon. Cac doanh nghiép c6 thé sir dung co sé dit liéu vé khach
hang véi nhitng ddc diém c4 nhan va to chirc duoc thiét ké duéi dang phan mém
chuyén dung, dé c6 thé ap dung cic phuong phap khac nhau trong nhiing trudng
hop cu thé, cho nhiing san pham nhat dinh trén nhitng khu vyc thi truong khac
nhau. Co so dit liéu cho phép tiép can truc tiép va ca nhan v6i khach hang, thiét

1ap mdi quan hé thuong xuyén, phong phii va duge khach hang wu tién.

Logic thuc hién cua marketing truc tiép la tao lién lac truc tiép gitra doanh
nghiép vdi khach hang thong qua cac phuong tién nhu thu tin, dién thoai, fax,
email hay mang internet. Sau day la mot s6 xu hudéng co ban tao diéu kién cho

marketing truc tiép phat trién ngay mot nhanh hon.
1.1.2.1.  Cong nghé thong tin phat trién

Piéu kién co ban nhit dé cac doanh nghi¢p co thé thuc hién duogc marketing
tryc tiép chinh 14 co s¢ dir lidu vé khach hang. Su phat trién nhu vii bio ciia cong
nghé thong tin budc cac doanh nghiép phai tu tim ra phuong thirc kinh doanh hi¢u
qua hon. Cung v&i qua trinh do, cac doanh nghi¢p da va dang st dung cong nghé
thong tin dé xay dung cho minh co s& dit lidu vé khach hang va dan cap nhat no.
Thong tin vé khach hang, vé ddi tha canh tranh, vé chinh nhiing hoat dong cta
doanh nghiép c6 thé duoc thu thap, xtr 1y, luu trir va stir dung mot cach dé dang,
thuan loi boi cong nghé thong tin. Doanh nghiép ciing dé dang tiép can dugc khach

hang thong qua hé théng internet va dién thoai. Cong nghé thong tin giup doanh
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nghi¢p tiét kiém dugc thoi gian va cong stic trong viéc dap ting nhu cau va udc
muon cua khach hang; dong thoi, cling dap ung céac yéu cau tiét kiém thoi gian va

cong suc trong qua trinh mua hang ctua khach hang.

Minh hoa 1.1. Marketing truec tiép tai My [20]

Hon 110 triéu gia dinh My ludén nhan dugc thong tin vé cac chuong trinh
mua sam qua kénh truyén hinh. Ho thyc hién viéc mua sim qua kénh truyén
hinh ngay tai nha. Tong gia tri hang hoa va dich vu mua qua kénh nay dat toi
con s6 hon 2.55 ti USD nam 2003 cho thay déng gop to 16n cuia truyén hinh va
dién thoai - cac cong cu cua marketing truc tiép voi1 hoat dong kinh doanh cua

cac doanh nghiép.

Kinh doanh trén thi trudng qudc té, cong nghé théng tin di va dang giup
doanh nghiép tiép can khach hang trén khap thé gidi vai chi phi khong qua cao vai
khoang thoi gian ngan nhat c6 thé. Do chinh 1a mot trong nhing Iy do ma
marketing truc tiép da va dang dugc cac doanh nghiép 4p dung nhu mot cong cu

canh tranh hitru hiéu trong nén kinh té toan cau hoa.
1.1.2.2.  Nhiing thay ddi trong 16i song va hanh vi

Ngay tur nhitng ndm 1970, nguoi ta da du doan xu hudng nay khi tranh luan
vé hanh vi cta cdc hé gia dinh nhw mét “té bao” chir khéng phdi la “hat nhdan”
ciia xd héi - cac ho gia dinh nay ngdy cang it tap trung cting nhau, ho séng va lam
viéc mQt cach doc 1ap hon. Céc gia dinh khong con thuong xuyén c6 thoi gian sinh
hoat chung nhu trudc ma ho trd nén “ca nhan” hon. Mdi ngudi c6 thé ¢ hé théng
truyén hinh va 4m thanh tai phong riéng ctia minh. Mdi nguoi lai ¢6 nhiing goi do

an nhe riéng thay vi mdt tu do6 an chung cua cé gia dinh.

Bén canh do la xu huong 56 phu nit di lam tang lén. Ho trd nén doc lap hon
trong ca kinh té va tinh cam. Ngudi phu nit tham gia cong tac xa hoi nhung van
phai thuc hién mot sé lwong khong nhé nhitng cong viée gia dinh, tao stc ép budc
ho tim ra phuong phap mua sim tiét kiém thoi gian. Nhitng thong tin tiép nhan
duoc tir quang cao bang thu truc tiép va marketing qua dién thoai trd nén quen

thudc va rat c6 y nghia véi ho.

MGt yéu t6 khdc tac dong 1én hanh vi mua hang la ti 1é Iy hén tang 1én. Xu
thé nay gop phan lam ting sd ho gia dinh quy md nho va gia dinh doc than, anh

huong té1 cudc song cua ca hai gidi. Diéu nady cling cd nghia 1a, hi¢n nay c¢6 nhiéu
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dan ong quyét dinh loai bdt giat ma ho dung; nhiéu phu nir ty mua xe hoi va bao
hiém cho minh. Pan 6ng thudng khong bé nhiéu thoi gian cho viéc di mua hang;
va marketing truc tiép v6i ddy du théng tin cling nhu viéc “mua hang ma khong

phai di”” da va dang 1a mot lya chon t8i wu cho ho.

Xu huéng chuyén tir hinh thirc thanh todn bang tién mdt sang chuyén
khoan, thé ghi no va thé thong minh, thanh toan thu, dién thoai, tin nhin va
internet da gitip viéc mua sim dugc thuc hién bat ky khi nao khach hang mubn, &

bat ky dau, qua dién thoai hodc tir may tinh c6 ndi mang.

Pé khong bi tut hau trude xu hudng do, cac doanh nghiép phai nhanh chéng
tim va ing dung nhimg phuong phap kinh doanh méi va marketing truc tiép 1a lua
chon ctia ho. Co thé khang dinh, marketing truc tiép 1a mot trong nhiing cong cu

t6i wu c6 thé giup doanh nghiép thoa min nhu cau va git chan khach hang t6t nhat.
1.1.2.3.  Xu thé chia nhé ciia thi truwong

Triét 1y “dinh hwéng thi trwong” da va dang thé hién duoc vu thé trong kinh
doanh cta hau hét cac doanh nghiép kinh doanh trong nén kinh té thi truong. Trén
co sé nhitng thay d6i cua nhu cau va hanh vi tiéu ding, cac doanh nghiép di va
dang chuyén minh nham dap ng khach hang tét hon. Do doi sdng khong ngimg
duoc cai thién, nhu cdu va sé thich cta con ngudi ngay cang cao va khac biét hon.
Do do6, thi truong duge nhan dang 1a da va dang ngay mot chia nhd, tham chi mdt
khach hang c6 thé trd thanh mot doan thi truong. Thi trieong ngay mét bi chia nhé
hon tré thanh xu hwéng thic day va ung hd cho marketing tryc tiép phat trién. Co
thé thay rd diéu nay trong mot s6 nganh san xuat hang hoa va dich vu cao cép
nhu: san xudt may bay, thiét ké thoi trang cao cap, dich vu du lich, khach san. Su
bung nd thong tin va quéc té hoa thi trudng mot thé gidi, khong bién gisi qudc gia,
sy giao thoa gifra cac nén vin hoa... d3 tao ra co hdi cho mdi nguoi kham pha
chinh minh va khong ngimg phét trién nhitng nhu cau va mong mudn theo cich

riéng cd, hinh thanh nén xu hudng chia nho thi truong noédi trén.
1.1.2.4. Canh tranh ngay cang gay git

Khi nén kinh t€ kém phat trién, san xuat con ¢ trinh do thap, san luong san
pham san xuat ra it va chat lugng san pham con chua cao, khach hang van phai cho
doi, tranh gianh nhau dé c6 dugc san pham. Cac doanh nghiép khi d6 gan nhu

khong phai d6i mat voi canh tranh. C6 thé noi rang, khi d6 marketing va truyén
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thong duong nhu khong can thiét. San pham dugc khach hang mua va tiéu dung

san pham 1a chuyén dwong nhién.

Tir nhitng nam 50-70 cta thé ky 20, khi san xuét phat trién, lugng cung tng
trd nén du thira, viéc tiéu thu hét sttc kho khin, canh tranh tré nén gay gét hon.
Hang loat doanh nghiép tiéng tim 14m vao tinh trang pha san. Mot s6 doanh nhan
da nhan ra vai trd va vi tri ciia truyén thong va marketing trong kinh doanh. Thay
thé cho cac doanh nghiép c6 quy md san xuat 1on trude d6 14 su ting truong nhanh
chong ciia nhitng doanh nghiép chua cé danh tiéng nhung kip thoi chuyén hudng,
danh moi nd luc cho do6i ngii ban hang va hoat dong kich thich ban nhu quang céo,
khuyén mai. Viéc tiép can khach hang, tim hiéu chinh xac nhu cdu va mong mudn
ctia ho tao diéu kién gitp doanh nghiép dap g ho t6t hon, canh tranh tét hon véi

chién lugc khoa chan khach hang bang cac chuong trinh marketing doc déo [23].
1.1.2.,5.  Truyén thong marketing truyén thong kém hiéu qua

Trong nhitng nim gan day, nhiéu doanh nghiép khong thé dat dugc muc
tiéu bang viéc str dung céc hinh thirc truyén thong dai chung. Thi truong ngiy cang
bi chia nho, lwong khan gia theo ddi cac chuong trinh truyén thong trén phuong
tién thong tin dai chung giam xudng. Cung v&i d6 1a chi phi truyén théng ting 1én
nhung su tin tuéng cuia nguoi ti€u dung vao cac phuong tién do lai gidm di. Xu
huéng d6 tac dong khong nho t6i quyét dinh truyén thong va marketing cta cac
doanh nghiép. Ho cd gang tim ra nhiing phuong phap hudng hoat dong truyén
thong t&i dung ddi twong nhan tin muc tiéu va nhig khach hang tiém ning nhat.

Marketing truc tiép di va dang dap ung dugc yéu cau nay.

Bén canh d6, su ton tai va xudt hién ciia nhiéu dai va kénh truyén hinh moi,
cac loai bao chi v6i hang triéu thong diép quang céo khién cho khan thinh gia muc
tiéu lai ngay cang bi chia nho hon. Hon thé nita, ngudi tiéu dung thuong khong co
sttc ép phai xem cac chuong trinh quang céo d6. Ho thudng tim cach chuyén kénh
truyén hinh néu trén man hinh xuat hién cic thong diép quang céo. Ngudi ta cho
rang, marketing truc tiép c6 kha nang khic phuc dugc tinh trang kho khin nay voi
buc théng diép duoc cu thé hoa dén ting ca nhan véi thong tin vé nhiing san pham

ma moi ¢4 nhan quan tam.

Ngay nay, marketing truc tiép dugc 4p dung thong qua hang loat cic
phuong tién nhu thu tin, dién thoai, catalog, to roi, TV, dai va cac phuong tién madi

nhu nhan vién thwong mai, mang ban hang tai chd va internet. Muc tiéu ciia
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marketing triec tiép luén huwdng t6i mot sw huwong vng ciia khdch hang la sé dat
mua san pham cia doanh nghiép qua dién thoai, qua thi hay sir dung mang mdy

tinh ca nhan va dat hang qua internet, trang chu cua doanh nghiép.

1.1.3.  Uu va nhwoc diém cia marketing truc tiép

1.1.3.1. Uu diém ciia marketing truec tiép

a. Loi ich cho khach hang

Nhitng thay ddi dang ké trong xa hoi va phong cach séng cua nguoi tiéu
dung di tao ra strc ép budc xa hoi phai thay doi phuong thirc trao ddi hang hoa.
Khach hang khong con mudn “di” mua hang nita. Ho muén c6 cach thirc mua hang
thuan tién hon. Ngdy cang c6 nhiéu nguoi c6 cam gidc “thiéu thon thoi gian”,
khong it nguoi tham viéc dén ndi khong con thoi gian dé sdng cudce séng cua riéng
minh. Cac cudc mua ban dién ra nhanh hon, doi hoi ngudi ban phai tim cach ban
hang ma khong can khach hang dén ctra hang chon mua. Marketing truc tiép tiét
kiém thoi gian mua hang, dong thoi giGi thiéu dwoc rat nhiéu mdt hang dé khdch

hang lia chon, phit hop véi 16i soéng mai.

Véi khach hang cong nghiép (t6 chiric hay doanh nghiép), marketing truc
tiép va cac hoat dong marketing qua cac phuong tién céng nghé thong tin dugc
danh gia cao. Ho ua thich mua bén truc tiép bai quy mé don hang ho mua thuong
rat 16n (nhdm dap tmg nhu cu cua ca hé thong). Ho sin 1ong dén nhan cac thong
diép quang céo chio hang truc tiép théng qua cac ngudn tin dién tir. Cude séng cua
con ngudi ndi chung va hoat dong cta cac to chirc, doanh nghiép néi riéng phu
thudc nhiéu hon vao cong nghé thong tin. Trén thuc té, mua ban truc tiép va
marketing truc tiép di va dang duoc khach hang cong nghiép dé cao va coi trong

hon bao gid hét.

Véi khach hang nguoi tiéu dung, marketing truc tiép gitp ho tiét kiém dwoc
céng sikc khi mua hang. Khach hang c6 thé khong can dén ctra hang, dit mua qua
tang va giri thang dén cho nguoi than. Marketing truc tiép giup ho vurot qua nhitng
tré ngai vé mdt khéong gian, thoat khoi nhitng khé chiu vé bui duong hay tic nghén
ma van lya chon dugc san pham ung ¥ nhat. D6 chinh 1a mot trong nhiing 1y do ma
khach hang né1 chung va nguoi ti€u dung Viét Nam noi riéng ¢d cam tinh véi

marketing truc tiép.
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Bén canh d6, marketing truc tiép con c6 kha ning giup khach hang tim hiéu
vé nhiéu san pham va dich vu ma khdng bi rang budc vao thoi gian gip g& nhan
vién ban hang. Trong méi trudng kinh doanh toan cau, khach hang va di tac cia
doanh nghiép co thé ¢ khap moi noi trén thé giéi va ho sdng & mot mui gio khac
han. Mot vai cong cu cua marketing truc tiép gitp tiép can khach hang moi luc,
moi noi ma khong phuy thudc vao rao can vé su khac biét cua thoi gian lam viéc
cua cac bén tham gia. Website, email hay fax 1a nhiing cong cu gitp doanh nghié¢p

luén “bén canh khach hang” du ho & noi dau.

Ngudi mua Viét Nam ciing c6 thé tan dung dugc uu thé cua marketing truc
tiép qua cac phuong tién truyén thong dé tranh “gip mit” ngudi ban hang trong
budi hang sém. Nhiéu khach hang ngan ngai phai tiép xuc truc tiép v4i nguoi ban
hang, dic biét vao cac budi sang bai ho “so” thai do cua nguoi ban. Nguoi ban
hang & Viét Nam kha mé tin, ho thuong c6 thai do khong may lich su v6i nguoi
mo hang nhung khong mua hang. Nhung ngudi mua khé c6 thé biét duge minh co
phai 13 ngudi mo hang hay khong. Viée khéng phdi tiép xiic véi ngwoi ban hang
khé tinh la mét trong nhitng déic diém ma khdach hang Viét Nam t6 ra rdt thich thii

v&i marketing truc tiép.

b. Loi ich cho doanh nghiép

Marketing truc tiép dem lai kha nhiéu loi ich cho cac doanh nghiép.
Marketing truc tiép tim kiém nhitng don ddt hang thwe sw cho ting mon hang, thu
duoc nhiéu thong tin vé khach hang mot cach nhanh chéng nhat, trong khi truyén
thong marketing truyén thong tip trung vao viéc tim cach thay doi thai do va xay
dung 1ong trung thanh cua khach hang, thong qua sy 16i cudn va ché ngu tinh cam

cua ho. So vé1i céac hinh thuc khac, marketing truc tiép c6 vu di€m noi troi.

Thé manh hon hin cta marketing truc tiép so voi marketing truyén thong 1a
kha nang nham ding vao muc tiéu. Moi ngudn luc cho marketing tryc tiép déu
duoc tap trung hudng toi ddi twong c6 mong mudn va kha nang mua san pham. Do
d6, hiéu qua truyén thong cao va chi phi thip. Doanh nghiép ¢ thé mua danh sach
dia chi cua nhitng nguoi quan tam, Iya chon nhitng khach hang tiém ning nhat,
soan thao va gui thong diép truyén thong cho timg ngudi, qua do tiét kiém chi phi
mot cach dang ké so véi cac hinh thic truyén thong khac. Mot cira hang ban hoa
tuoi c6 thé giri thu chao hang dén cho cac khach hang to chitc c6 nhu cau trong

ngay 20-11 hay 8-3 hang nam. Ho con c6 thé luu giir danh sach khach hang d yéu
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cau ho guri hoa trong nam trudc dé cé thé giri thu nhac nho khi gan toi dip 1 tuong
ty trong nhitng ndm sau. Pidu d6 lam cho khach hang cam kich va duy tri mi

quan h¢ véi ctra hang 1au dai.

Truyén thong marketing truyén thong khong thé chi rd tén ddi trong nhan
tin myc tiéu nhung vi¢c do lai 1a mot trong nhitng dac diém co ban cia marketing
truc tiép. Vi cac buc thu ghi rd ngudi nhan: ho tén, chure vy, tai mot dia chi chinh
xac, marketing truc tiép cé thé tiép cdn voi khach hang mét cach cd nhdn. Bang
cach do, doanh nghiép c6 thé tao cho khach hang c6 cam gidc nhan sy quan tim

nhu thé ho 1a nguoi dac bi¢t voi doanh nghiép vay.

Cung véi dic diém dé, nhimng thong diép marketing truc tiép co ty 18 nguoi
doc cao vi no chi dua thong tin dén nhiing khach hang c¢6 mdi quan tam. Vi du,
cong ty chuyén cung cip sita nhan hiéu Abbott giri thu dén cho cac ba me méi sinh
con thong qua viéc léy dia chi & cac bénh vién va gioi thi€u san phém stra cua
minh. (Danh sach nay co thé mua dugc & cac bénh vién phu san, noi danh sach
khach hang tiém ning ma doanh nghiép nham tdi ludn sin sang va cap nhat.) Thuc
té, rat it nguoi me ngén ngai tra tien dé mua duoc loai sita tot nhat cho dra con

mai sinh cua minh.

Bén canh d6, mét s cong cu cua marketing truc tié'p c6 thé dam bdo tinh
riéng tw va kha nang “tang hinh” chién lwoc triede cde doi thi canh tranh. Véi cac
hinh thirc marketing truyén théng, d6i tha canh tranh s& dé dang tiép can dugc
chuong trinh truyén thong cta doanh nghiép. V&i marketing truc tiép, cac doi thu
s€ duong nhu bi tung hoa mu béi chi co dbi tuong muc tiéu mdi nhan dugc thong
tin. Tt nhién, cic d6i thu co thé nhan ra duoc chuong trinh truyén thong cua
doanh nghiép nhung moi vi¢c duong nhu da qua mudn dé ho tinh toan dugc mot
chién lugc phan tng hiéu qua do marketing truc tiép c6 kha niang tao ra phan ung
tic thoi ctia khach hang muyc tiéu. Piéu nay dic biét quan trong khi d6 1a chuong
trinh thir nghiém cac san pham méi, gitip doanh nghiép "tang hinh" trude cac dbi

thu canh tranh.

Marketing triec tiép ¢é kha tao ra hanh dong cia khdch hang mét cdch
nhanh chéng. Thuc té cho thay, cung vdi cac phuong tién truyén thong dai chiing,
thong tin hitu ich vé san pham va doanh nghiép duoc truyén dén khach hang khong
don thuan 13 quang cio ma 1 nhitng thong diép kéu goi khach hang c6 hanh dong

cu thé: “Hay dién vao phiéu (co thé cit dugc trén bao chi) va gui lai cho chung toi,
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ban s€ c6 co hdi nhan dugc nhitng phan qua hoac sach hudéng dan”; “Ban c6 co hoi
la thanh vién cau lac bd...”; “Néu ban quan tam, hdy goi cho chiung t61 theo s6

dién thoai ... hoac lién lac theo dia chi ...”

Tuy nhién, wu diém 16n nhat cta marketing truc tiép lai khéng phai nhimng
dic diém ké trén ma chinh 13 khd ndng do lwong dwoce phan g ciia khdch hang
muc tiéu, tr d6 gitp doanh nghi¢p danh gia dugc hi€u qua cua tirng chuong trinh
marketing truc tiép. Doanh nghiép c6 thé biét chic chuong trinh ndo thanh cong,
chuong trinh ndo that bai, qua d6, cac chinh sach diéu chinh s& dugc ap dung phu
hop cho tiimg nhom d6i twong khach hang, timg ching loai san pham khac nhau va
ting khu vuc thi truong khac nhau. Cudi cung, ngwoi lam marketing biét dwgc

chién dich d6 sinh loi hay khéng qua viéc do lwong nhitng phdn g dap lai.

Nhitng thuan lgi trén c6 dugc nho sy hoat dong thuong xuyén cia mot hé
théng ma ¢ d6 ngudi 1am marketing va khach hang tiém ning cing tham gia, gitra
ho c6 su twong tac, thong tin thudng duoc luu chuyén hai chidu. Vi cac chuong
trinh truyén thong marketing truyén thong, thong tin dwoc phat di mot chiéu tir
nguoi lam marketing (doanh nghié€p) té1 khach hang muc ti€éu cua minh. Khi do,
khach hang khong dugc khuyén khich hodc khong c6 co ché hudng Gmg mot cach
nhanh chéng va thun tién. Nhung marketing truec tiép vira cung cdp théng tin cho
khdach hang muc tiéu, lai vira cung cdp co héi huéng g dé dang va thudn tién
nhdt cé thé. Do d6, doanh nghiép nhan dugc phan tng tir khach hang va c6 thé si
dung ching nhu 1a mot dau vao can thiét, hitu ich khi ho lap ké hoach cho cac

chuong trinh marketing truc tiép sau nay.

Marketing truc tiép st dung co so dit lidu vé khach hang dé phan tich céac
dic tinh, tim hiéu ban chat cac phan tng nhu mua hay khong mua, nhiing thong tin
khach hang can thém vé san pham... tir d6 lya chon cach thic truyén thong hiru
hiéu nhat dé c6 duoc phan tng tich cuc nhat. Co sd dir liéu khach hang 13 nén tang
cho mot chuong trinh marketing truc tiép hiéu qua. Marketing truc tiép cé thé
dwoc thue hién téi bat ky thi truong muc tiéu nao ma khong phu thuoc qua nhiéu

vao thoi gian va khoang cach voi khach hang.

Pung tir phia doanh nghiép, marketing truc tiép 1a mot hinh thuc truyén
thong hiéu qua dé khuéch truong va ban san phém véi nhiéu loi ich, tiét kiém duoc
phan 16n cac chi phi phat sinh trudc, trong va sau khi ban so vdi cac dang thic

marketing truyén théng trude d6. Marketing truc tiép gitip sir dung mot cach cod
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hiéu quéa cac ngudn lyc, dic biét trong truong hop doanh nghiép d6i mat voi tinh
trang budc phai thu hep/gidam nhe co cAu. N6 dic biét thich hop trong truong hop
doanh nghiép nho va vira, hoac doanh nghié€p hudng té1 cac doan thi truong roi rac

v6i nhu cau dic trung[11].

Minh hoa 1.2. Kham pha vé marketing trie tiép ciia mdt trung gian tw van

Sau khi hoc khoa dao tao vé marketing tryc tiép, ong M. trung gian tu van
kinh doanh phét hién ra rang minh di thu dwoc kha nhiéu thong tin vé khach
hang nhung chua biét cach st dung chung mot cach hiéu qua. Trudc khi tham
gia khoa hoc, ong M. twong d6i thu dong. Vian phong tu van cta ong thuong chi
ngdi chd khach hang dén ma chua hé c¢6 nd lyc tim kiém va thu hat khach
hang. TAt nhién, do mot sb nguyén nhan, ctra hang ciling da thuc hién mot vai
quang cao tai dia phuong nhung chi mang tinh tai tro chit khong dugc coi la
nhitng hoat dong chién lugc. Ctra hang thuong chi phuc vu nhirng khach hang
tu tim dén yéu cau dich vu ma thoi.

Moi thtr dd hoan toan thay ddi sau khi theo khoa hoc marketing truc tiép.
Ong M. nhan thay minh c6 thé chi dong tim hiéu khach hang hién tai va twong
lai, qua d6 hiéu nhiéu hon vé mdi khach hang. Khi khach hang dén yéu cau
duoc tu van, van phong thu thap va luu trit nhimg thong tin nhu tén tudi, dia
chi, s6 dién thoai, linh vuc va nganh nghé kinh doanh, nhirng diém manh yéu...
Mot s6 trudng hop, vin phong con biét tinh hinh tai chinh ctia khach hang.
Trudce kia, nhitng thong tin d6 thu thap xong rdi dé do. Gio day, ong M. c6 thé
giri thu, goi dién thoai dé dé& nghi khach hang danh gia xem ho duogc tiép di
nhu thé ndo. Vi cach lam d6, M. c6 thé duy tri mbi quan hé véi ho. D6 chinh
1a mot biéu hién cu thé cua marketing truc tiép va no cling dem lai cho van

phong nhing loi ich dang ké trong canh tranh va giir chan khach hang.
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1.1.3.2.  Nhuoc diém ciia marketing truc tiép

Nhiing trinh bay & trén cho thdy, marketing truc tiép c6 khong it uvu diém,
nhung tai sao nhiéu doanh nghiép khéng ap dung hodc chua 4p dung hinh thirc
truyén thong nay? Nguyén nhan co ban 13 do nguoi ta chua nhéan ra duoc nhing loi
thé ctia marketing tryc tiép. Bén canh d6, c6 mot sé doanh nghiép ap dung mot vai
cong cu cta marketing truc tiép nhung theo dinh hudéng loi nhuan ngin han nén da
bi khach hang tay chay. Ngoai ra, ngudi ta con nhan thiy, marketing truc tiép co

mot sO nhugc diem.

Nhuoc diém 16n nhat ciia marketing truc tiép chinh 13 né doi héi phdi c6 co
s& dir liéu @é dat hiéu qua cao nhung viéc dau tu ban dau cho viéc xay dung co so
dir lidu, va diéu kién vat chat cho ap dung marketing truc tiép thuong khong nho.
Co s¢ dit liéu chinh 13 nhiing thong tin vé nhu cau, uéc muén, dic diém ca nhan
cua khach hang va anh huong ctuia chiing té1 hanh vi mua hang. Dia chi lién lac cua
khach hang 1a thong tin khong thé thiéu trong co s¢ dir licu, phuc vu déc luc cho
viéc doanh nghiép giri thong diép truyén thong t6i khach hang. N6 khong chi gitip
cho cac chuong trinh marketing truc tiép ma con ¢ y nghia khi doanh nghiép thuc
hién bat ky mot chuong trinh marketing nao. Chinh vi thé, ngudi ta ludn coi co s&
dit liéu vé khach hang 1a nén tang cho vi¢c thyc hién marketing truc tiép va cac

chuong trinh truyén thong noéi chung.

Marketing truc tiép hudéng t6i viéc ¢ duge phan ing ciia khach hang nhanh
chong va dé dap lai, doanh nghiép ciing phai xtr Iy nhiing phan tng va phan hoi d6
mot cach mau le. Mot hé théng thong tin lac hau, diéu kién co sd vat chat k¥ thuat
t6i kho co thé gitip doanh nghiép dat dugc muc tiéu ciia minh. Viéc xay dung co s
dir liéu marketing con doi hoi phai dau tu vao phan cting: may tinh trung tim va
cac thiét bi ngoai vi, phﬁn mém xu 1y dir li€u, chuong trinh hoan thién thong tin,
duong truyén, nhan sy thu thap dir liéu, chi phi huin luyén nguoi st dung, thiét ké
cac chuong trinh phan tich... Hé thong nay phai dé sir dung va thuan tién cho cac
nhém ngudi st dung khac nhau nhu nhom quéan 1y san pham va nhan hiéu, phat
trién san phdm méi, quang cdo va khuyén mai, giri thu truc tiép, marketing qua
dién thoai, ban hang ngoai thi truong, thyc hién don hang va phuc vu khach hang.
Noéi tém lai, xay dung mdt co s¢ dit liéu khach hang luoén doi hoi thoi gian va kinh
phi nhung khi duoc sir dung, né s& gitp hoat dong marketing dat dugc nang suat
cao hon nhiéu. Tuy nhién, day 1a cong viéc khong don gian boi tinh phirc tap cua

thong tin vé khach hang can ¢ dé tao thanh co sé dit lidu do.
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Nguon nhan hee dwoe dao tgo véi trinh d6 chuyén mon nghiép vu dap tng
duge yéu cau ciing 14 diéu kién khong thé thiéu dé gitip chuong trinh marketing
truc tiép dat muc ti€éu nhu mong mubn. Doanh nghi¢p muén thue hién méot cach
hiéu qua cac chuong trinh marketing truc tiép can c6 mot doi ngii nhan vién cé
dinh huéng marketing; c6 kha ning truyén théng ciing nhu tiép nhan thong tin tir
phia khach hang mét cach hiéu qua. Tiép nhan dién thoai, xt 1y don hang hay giri
thu phan hdi cho khach hang khong phai 14 nhiing cong viéc don gian ma 1a ca mot
nghé thuét gitp doanh nghiép c6 dugc thién cam cua khach hang, déng thoi khai
thac dugc nhitng loi ich do cac nd luc marketing trudc d6 mang lai. DPé co duoge
nhirng nhan vién nhu vy, doanh nghiép chac chan can dau tu nhiéu cho viéc tuyén

dung, dao tao va gilr chan ho.

Nhiege diém thir hai ciia marketing truec tiép chinh la doi héi vé méi truong
bén ngodi dé doanh nghiép cé thé img dung né. Bé c6 thé ap dung dugc mot sb
hinh thtrc cu thé nhu marketing qua dién thoai, marketing qua internet, cac doanh
nghiép phai xem xét trinh do phat trién cta nén kinh té, cta tu duy va hanh vi mua
hang. Néu khach hang muc tiéu khong str dung dién thoai, khéng st dung internet

thi rat nhiéu hinh thirc marketing truc tiép khong thé ap dung.

Bén canh d6, khong phai trong diéu kién nao marketing truc tiép cling duoc
khach hang don nhan. Trong nhiéu truong hop, khach hang khéng hudng iing véi
mét chirong trinh marketing truc tiép béi ho c6 nhitng kinh nghiém xdu (du truc
tiép hay gian tiép) voi cac chuong trinh tiép xuc tryc tiép ciia doanh nghiép dé ban
hang. Tai Viét Nam, rat nhiéu khach hang di ung véi cic chuong trinh ban hang
tryc tiép — mot cong cu marketing truc tiép boi dd c6 mot sé doanh nghiép st dung
hinh thirc nay dé ban cac san pham chat lwong kém, khong dap tmg yéu cau hoic

ban san pham vé1 muc gia cao gap nhicu lan gia tri thuc cua no.

Trong trudng hop thi truong bao gdm hau hét khach hang véi hanh vi mua
hang hang ngay, mua tai chg va chi tin twéng vao kinh nghiém cua ban than sau
khi da tiéu dung san pham thi marketing truc tiép ciing chua thé phat huy duogc
hiéu qua trong giai doan dau tién. Can c6 mot khoang thoi gian du dai dé khach
hang thich nghi véi cic chuong trinh marketing truc tiép dé ho c6 phan ung tich

cuc vdi cac chuong trinh marketing truc ti€p.
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1.2.  Cac cong cu marketing truec tiép

Marketing tric tiép c6 thé duoc coi 1a mot hé thong twong tac trong do st
dung mot hodc nhiu cong cu truyén thong marketing truyén thdng tac dong vao
khach hang tiém ning, tao nén phan tmg dap lai tryc tiép hodc mét giao dich mua
hang cua khach hang. Cac coéng cu marketing truc tiép rat da dang va phong phu,
c6 cong cu mang tinh chat ci nhan nhu ban hang tryc tiép nhung ciing ¢ coéng cu
khong mang tinh ca nhan nhu quang cédo phan hoi truc tiép, ban hang qua kénh

truyén hinh...

Theo 1y thuyét thi ca khach hang nguoi tiéu dung 1an khach hang t6 chirc
déu co6 thé mua hang truc tiép tir nha san xuat hodc dai Iy phan phdi. Tuy nhién,
luong hang hoa dugce trao d6i tryc tiép giita nha san xuat véi khach hang to chirc
ludn chiém ty trong cao hon. Tat nhién, ap dung marketing tryc tiép nhu thé nao
phu thudc vao quy mo, mirc do da dang va mirc d0 chuyén moéon héa cia khach

hang cling nhu sy hiéu biét ctia doanh nghiép véi d6i twong khach hang do.

1.2.1. Buwu chinh marketing

Pay 14 hinh thtc truyén thong ma doanh nghiép tim cach tiép can vai khach
hang muc tiéu di xac dinh bang viéc giti qua dwong bwu dién thu chao hang, to
quang céo, to gip, catalog hay cac hinh thirc chao hang khac véi hy vong nhéan
duoc nhitng phan Gng trd lai. Nhitng phan ung d6 c6 thé 1a don dat hang hay
nhing thong tin vé nhu cau, udéc mudn; tham chi chi 1 nhimg thong tin ma khach
hang con dang thic mic vé san phim duogc chao ban. Qua do6, doanh nghiép c6 thé
ban duoc san phém, thu thap hay tuyén chon dugc danh sach khach hang tiem
ning. Bang cong cu nay, ngoai kha ning ban duoc san pham, doanh nghiép con
thu thap dugc thong tin cho co s¢ dir li¢u, cung cép danh sach khach hang tiém
ning cho lyc luong ban hang hay gt thu véi 1oi cam on dé duy tri khach hang

trung thanh.

Mot trong nhiing biéu hién thong dung nhat ciia buu chinh marketing 13
doanh nghiép guri catalog toi khach hang tiém niang qua dudng buu dién — thong
thuong duoc goi 1a marketing qua catalog hay catalog marketing. Dya vao catalog
nay, khach hang c6 thé biét duoc nhitng san pham doanh nghiép ban, Iya chon
hang hoa va téi mua hang hodc sé dat hang ciing qua dudng buu di¢én. Marketing
qua catalog nhan manh dugc nhimg san phim ndi bat ciia doanh nghiép hodc lam

nbi bat nhitng dic tinh khac biét ciia san phdm, cung cdp thong tin vé doanh
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nghiép, giri mau hang, trang bi dudng diy néng giai dap thic méc, giri qua biéu
cho nhimg khach hang t6t nhat. C6 nhiéu tdp doan ban 1¢ di thanh cong véi
catalog marketing nhu Metro, Cash and Caring, BigC. Tuy nhién, ngoai viéc
doanh nghi¢p can ¢6 dja chi khach hang chinh xac, ho can cb cac catalog dugc

thiét ké chuyén nghiép dé tao 4n tugng t6t cho khach hang.

Buu chinh marketing dang ngay cang ph bién vi né6 dam bao tinh chon loc
dbi twong muc tiéu cao, c6 thé tiép can ting ca nhan, linh hoat va cho phép tién
hanh kiém tra va luong dinh két qua sém. Tuy chi phi cho ting dbi twong khach
hang duoc tiép can cao hon so véi cic phuong tién truyén thong dai ching nhung
bu lai, ty I¢ trd 161 v&1 buu chinh marketing s€ cao hon néu doi tuong dugc chon
loc k¥ ludng. Pé sir dung cong cu ndy, doanh nghiép can c6 duge co s dir lidu
khach hang dé gui thu dén dang nhimng khach hang tiém niang nhat, tranh lang phi
nguén luc. Bén canh do chinh x4c va cép nhat cia co s¢ dir liéu khach hang, hi¢u

qua cua cong cu nay con phu thudc vao chat lugng dich vu cua hé théng buu dién.

Mdi ngay, mdt gia dinh & My c6 thé nhan dugc hang trim thu chiao hang
va rat it trong sb d6 duoc khach hang doc, trir khi d6 14 san pham ho dang
can. O Viét Nam, tuy mdi cac ho gia dinh khong nhén dugc qua nhiéu thu
chao hang trong mgt ngay nhung ho cling thuong virt luén thu chao hang
vao sot rac néu thong tin ngay bén ngoai hodc ndi dung trong thu khong
¢ gi dic sic, san pham duoc gidi thiéu khong phai 1a san pham ho can

hodc cach trinh bay khong bat mat va thuyét phuc [19].

Co so dir lidu can dugc kiém tra k¥ ludng dé Iya chon ra nhitng khach hang
tiém nang nhat. Pac biét, nén quan tdm téi nhitng dia chi ma khach hang da timg
hoic dang c6 mbi quan tAm t&i san pham/doanh nghiép. Cé nhiéu doanh nghiép da
khong thanh cong véi buu chinh marketing khi ho sir dung danh sach khach hang
v6i nhitng dia chi nhimg ngudi khong dong y, khong mudn nhan thu cia doanh
nghiép. Cho dén nay, mot co s& dit liéu voi danh sach khach hang tt nhat dé co
thé giri thu tryc tiép van 1a co so dit liéu do chinh doanh nghiép tao ra théng qua
nhirng lan giao dich v41 khach hang. Thyec ra, néu biét cach, viéc c6 duoc co so dit
liéu nay ciing khong qua tén kém. Tuy vao ting loai san pham, ting khu vuc thi
truong ma doanh nghiép co thé xin dia chi, tim hiéu thém nhu cau, gi61 thiéu san
pham méi (hodc san pham cai tién) theo chu ky sir dung cua khach hang hién cé.
Can nhd rang chi ¢6 khach hang c6 niém tin va an tuong tét vi doanh nghiép méi

san long cung cip thong tin. Khi gui thu chao hang, doanh nghiép can bao cho
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khach hang biét s& khong tiép tuc giri nita néu ho khéng mudn. Can nhé rang lam

phién khach hang 1a 1am mét co hoi kinh doanh.

NCS da timg phan Gng v6i nha cung cip ti gidy tré em Huggies khi tham
gia mdt chuong trinh khuyén mai cua hang nay. Theo diéu 18, dé nhan duoc
mot phan qua, khach hang phai dem dén 3 vo bao bi téi diém d6i qua, sd
dia diém doi qua khong nhiéu va chi hoat dong tir 16-22h hang ngay. Tuy
nhién, khi cdm da 3 vo bao dén diém d6i qua (Siéu thi INTIMEX, 96 DPinh
Cong), NCS duoc yéu cau phai cung cip thong tin ca nhan bai “Cong ty
can quan 1y va kiém soat nhan vién dé ho khong tu y dua v bao vao
chuong trinh doi qua nay”. NCS tir chdi cung cap thong tin bai “viéc cung
cap thong tin khong c6 trong diéu 1& va viéc kiém tra nhan vién 1a viéc cua
cong ty chtr khong phai ctia khach hang” (va di bi tir chdi trao qua). RS
rang, néu mudn khach hang hop tic ciing can co cach thirc phit hop va mém

déo. Khong bao gid dugc ép khach hang néu mudn gitr chan ho.

Dé khuyén khich ngudi nhan doc thu va c¢6 phan hoi trd lai, doanh nghiép
can c6 nhitng dong tiéu d& “kéu goi hanh dong” cua khach hang. Pong thoi, thu
gi61 thi€u phai lam rd nhitng gia tri o1 ich khac biét ma khach hang sé nhan dugc

néu co6 nhitng phan hoi v6i doanh nghiép.

Minh hoa 1.3: Miu don hang c6 thé giri kém theo catalog[19]

Ho tén khach hang ...........ccccocovee.... DANH MUC HANG PAT

Piachi oo V1 CONG LY. evveiieiieiieeeeeeeeeee e

SO tai KNOAN ..o, MST oo,
Ngan hang .......ccccoevveviienieeieeeieenne, Piachi oo,

STT Loai hang Miaso| S6 Gia | Gia | Thanh | Tiét

Tong cong

Phuong thire thanh toan: [JTién mat [J Chuyén khoan [] Khac

Pai dién ngudi mua: (ky va dong dau - néu co)

Ngoai catalog, doanh nghiép can gtri thém mau don dit hang (va danh muc

san pham v4i nhitng thong tin uu dai) dén cho khach hang. Piéu d6 gitp don gian
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hoéa viéc mua cta khach hang, ddng thoi khuyén khich ho dit mua qua buu chinh —
két qua ma buu chinh marketing huéng toi. Minh hoa trén ddy 13 mot thiét ké the

nghiém cho mau don dit hang.

1.2.2. Telemarketing

Telemarketing hay con goi la marketing qua dién thoai/fax 1a hinh thirc
doanh nghiép str dung dién thoai hodc fax dé lién he, cung cép thong tin va thuc

hién cac giao dich véi khach hang.

Thong thuong, doanh nghiép s& tim kiém s dién thoai/fax ciia nhitng khach
hang tiém nang nhat va tim cach lién lac voi ho. Trén thuc té, viée st dung fax s¢
hiéu qua hon boi that khé c6 kha ning gitt dugce khach hang bén may dién thoai dé
nghe nhirg thong tin mot ai d6 hoan toan xa la cung cdp bang giong nédi. Nhan
vién ctia doanh nghiép c6 thé goi dién cho khach hang thong bao hodc xin phép
giri mot ban fax gidi thiéu vé san pham/doanh nghiép 1a tot nhat. Pidu d6 dong
nghia voi viéc doanh nghiép s& phai c6 nhiing thong tin vé san pham va doanh
nghiép duoc trinh bay mot cach khoa hoc nhit nhung trén nén den tring thay vi
mau sac nhu catalog. Nhimng thong tin nay nén duoc trinh bay trén gidy kho A4 dé

guri cho khach hang thong qua may fax.

Nhung, néu chi giri fax ma khong c6 mot 10i giai thich thi kha nang khach
hang vt luon to fax do di 1a rat cao. Do d6, can goi dién cho khach hang trudc va
sau khi giri fax dé nhic nhd khach hang vé nodi dung va muyc dich gui fax. Tuy
nhién, nguoi goi dién ciing can c6 giong ndi nhe nhang, dang tin va di stc thuyét
phuc dé khach hang cho s6 fax, nhan va doc ban fax. Thuc té, cd khong it doanh
nghiép d3 that bai khi ctr nhan vién khong khéo, khong c6 kha ning giao tiép qua

dién thoai goi khach hang cho du chi goi dé thong bao hoac nhéc lai vé ban fax.

Tuy fax c6 kha ning cung cdp nhiéu thong tin nhung hau nhu chi c¢6 khach
hang cong nghiép méi st dung may fax nén néu mudn sir dung telemarketing thi
hau hét cac doanh nghiép phai goi dién truc tiép dé gi6i1 thiéu san phém, dac biét la
khach hang nguoi tiéu dung. Néu may mén, nguoi nhan dién c6 thé chip nhan
cudc noi chuyén nhung néu ho tir chdi, doanh nghi¢p nén tim cach c6 dugc mot 161
hen gap hodc mdt cudoc ndi chuyén lac khac thuan tién hon cho khach hang. Tat
nhién, viéc goi dién tiép can khach hang chi nén thuc hién v6i nhitng khach hang

chon loc ma thoi.
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Thuc té, telemarketing thuong dugc cac doanh nghiép ap dung vé6i hai dbi
tugng. Thir nhdt, khach hang 13 t6 chirc/doanh nghiép. Ddi tuong khach hang nay
thudng c6 may fax (dé lién lac v6i dbi tac) nén viéc guri thong tin bang ban in dén
v6i ho khong qua khé khan. Tuy nhién, can lua chon duoc dang khach hang tiém
nang thay vi giri tai liéu qua nhitng sé fax vu vo. Hon nita, ho di quen thudc voi
viéc giao dich qua dién thoai/fax nén kha nang ho chép nhan telemarketing cao
hon. Péi tuong thiz hai 13 nhitng ngudi tiéu dung da c6 mbi quan hé voi doanh
nghié€p hoac doanh nghiép dugc mdt nguodi thdn quen cua khach hang dé gioi
thiéu. Piéu nay giup cho viéc md dau cudc dam thoai dé dang va coi mé hon.
Ngoai hai trudng hop trén, cac cudc dién thoai thudng bi khach hang tir chéi ngay

sau khi nghe gidi thicu.

Thuc té, cic doanh nghi¢p khong chi sir dung dién thoai dé chu dong lién h¢
v6i khach hang ma hau hét ho con sir dung dién thoai dé tiép nhan thong tin, don
dat hang, thu thap thong tin vé khach hang hodc hoi han khach hang vé don hang
trude do. Dién thoai dugc st dung nhu mot cong cu khong thé thiéu trong thoi dai
ngay nay khong chi trong kinh doanh ma trong moi mat cua doi song xa hoi. Hon
nita, ty 16 nguoi dan str dung dién thoai da va dang ngay mot tang 1én. Tinh dén hét
thang 11/2008, ca nudc da phat trién méi trén 13.700 tram BTS, tong s6 may dién
thoai trén toan mang dat 79,1 tri¢u thué bao (trong d6 thué bao di dong chiém
83,5%, mat do dién thoai trén toan quéc dat 92,6 may/100 dan.
Ké tir khi mé cira thi truong vién thong Viét Nam, thang 6/2008, lan dau tién, Bo
Thong tin-Truyén thong chinh thic cong bd sé lwong thué bao thyc cia 4 mang
thong tin di dong 16n nhét trong nudc (Vinaphone, MobiFone, Viettel va Sfone)
v6i tong sd hon 48 triéu thué bao. Trong dé, ty 1é thué bao tra trudc chiém trén
90% [41][42], tao diéu kién cho cac doanh nghiép tdn dung cong cu nay nhiéu hon
nita trong giao dich va thiét 1ap mbi quan hé v&i khach hang. Pién thoai 1a cong cu
gitip tiép nhan thong tin mot cach nhanh chong nhét va twong ddi ré tién (boi cude
phi dam thoai da giam dang ké). Qua cac cudc dam thoai, doanh nghiép co thé biét
duge nhu cau cia khach hang, ttr 6 dap ting ho mdt cach hi€éu qua va nhanh chong
nhat c¢6 thé. Nhitng thiac mac hodc van dé cua khach hang cling c6 thé duoc giai

quyét mot cach nhanh gon va triét dé nhat.

Véi muc tiéu thu thap thong tin qua dién thoai, doanh nghiép c6 thé cung
cap mot sd dién thoai mién phi dé khach hang c6 thé phan anh nhu cau, khiic mic

Tham chi, song song vdi cac chuong trinh gigi thi€u hodc quang cdo trén truyén
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hinh, truyén thanh, giri thu truc tiép hodc catalog, doanh nghiép cung cap sb dién
thoai dé khach hang dit mua néu c6 nhu cau. “Mét than hinh 1y twong véi dai qudn
bung Vibroaction chi cach ban mot cuoc dién thoai ma thoi” chinh la mdt trong
nhitng cau trong doan quang cdo thoi thiic mua hang trén TV ma Perfect da va

dang thuc hién trén cac dai truyén hinh dia phuong & Viét Nam.

Telemarketing ngay cang duoc s dung rong rai. Tuy nhién, khi nhiéu
ngudi tham gia cing mot luc s& dan dén dién thoai bi nghén mach kéo theo nhiéu
khach hang bi bo 15. Chinh vi vdy, doanh nghiép can c¢é nhiéu duong day dién
thoai tra 101 khach hang. Viéc nay ciing khong qua khé khin bai cong nghé chuyén
tiép cac cudc dién thoai da phat trién rong rai va chi phi cho cong nghé nay ciing

nhu cudce phi dién thoai & Viét Nam dang ngay cang giam di.

1.2.3.  Marketing truc tiép trén truyén hinh, truyén thanh, tap chi va bdo

Marketing trén truyén hinh duoc st dung theo hai cach dé ban san pham
tryc tiép cho khach hang. Cach thir nhét 1a phat cac chuong trinh truyén hinh gigi
thiéu vé san pham va cho khach hang sb dién thoai mién phi dé dat hang. Cach nay
thuong duoc nha san xuat hodc nha nhap khau thuc hién nhu mot chuong trinh
quang c4o phan hoi truc tiép véi mdi trudng chit yéu 13 cung cap thong tin. Cach
thir hai, doanh nghiép sir dung toan bd chuong trinh truyén hinh hodc kénh truyén
hinh cho viéc ban san phém va dich vu. Cach nay thuong duoc cac nha dai hodc
cac nha phan phdi thuc hién trong cong tac ban 1é. O Viét Nam hién nay, VTC da
va dang trién khai hinh thirc marketing nay trén kénh VTC10, truyén hinh Thanh
phé HO Chi Minh trién khai trén kénh VHS.

Qua céc chuong trinh truyén hinh, khach hang ngay cang biét dén nhiéu hon
vé san pham va hinh anh doanh nghiép. S6 luong khach hang xem cac chuong
trinh truyén hinh rat 16n do vay hiéu qua cta hinh thirc nay kha cao. Tuy nhién, gio
xem truyén hinh cta khach hang rat khac nhau. Do d6, doanh nghiép can lya chon
gid phat séng pht hop nhat v6i khach hang muc tiéu ciia minh, cung véi d6 1a chi
phi truyén thong ciing & mirc cao. Bu lai, quang céo trén truyén hinh c¢6 kha ning

truyén tai mot thong di€p voi ca mau sac, am thanh va hinh dnh song dong nhat.

Cac phuong tién khac nhu truyén thanh, tap chi va bao ciing c6 nguyén ly
thuc hién tuong tu nhu marketing trén truyén hinh nhung do khong c¢é kha ning
truyén tai cid mau sac, Am thanh va hinh anh song dong nhu truyén hinh nén cach

thirc ing dung bdo, tap chi hay truyén thanh ciing c6 diém khéc biét. Truyén thanh
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c6 thé huéng t6i nhitng khach hang c¢6 6 t6 (hodc thudng xuyén di trén 6 to, nhimng
khach hang thudng nghe dai thay vi xem TV). Tuy nhién, do dic diém khi nghe
dai, kha nang luu gitr thong tin khong cao nén muc tiéu ctia marketing trén truyén
thanh thuong dit trong tAm vao cung cip thong tin thay vi mubn co duoc don
hang. Tuy nhién, van ¢6 thé dit ra muc tiéu don hang va cung vai do 1a viéc doanh
nghiép phai c6 duoc mot sd dién thoai (hay mot dia chi) dé nhé nhat dé khach

hang luu tam.

Béo va tap chi ciing 1a nhitng phuong tién duoc sir dung dé chao hang truc
tiép bang cach cung cap cho khach hang mot sé dién thoai dat hang mién phi hoic
phiéu dat hang dinh kém theo. Viéc thong tin trén bao chi thuong duge dong dao
quan ching quan tdm da tao diéu kién cho cac doanh nghiép tiép can tét hon dén
nhiéu dbi twong khach hang dé khic hoa hinh anh ctua minh. Hon nita, chu ky ton
tai cua bao va tap chi cao hon truyén hinh (va truyén thanh) bdi su hién dién cu thé
nén khach hang c6 thé luu trir thong tin dé sir dung sau nay. Tuy nhién, c6 qua
nhiéu quang cdo trén bao chi do vay mot thong diép quang céo duoc thiét ké khong
hap dan s& bi “lodng” gitra mot “rimg” quang cdo hodc xdy ra canh tranh gay git
giita cac san pham cung loai. Bén canh d6, quang céo trén bao chi con ddi mit véi

thach thirc boi mot s6 khach hang chang ngd ngang dén ching.

Hau hét cac tap chi duoc phéat hanh tai Viét Nam di va dang 4p dung cong
cu nay trong ban hang. Tap chi Marketing, Thoi bao Kinh té Sai Gon, Nha Quan
1y, Nghién ctru Kinh té... dd va dang giri kém Phiéu dit bao trong cac xuat ban
pham cta minh. M6t s6 bao hang ngay nhu Tudi tré, Thanh nién, Lao dong, Ha
Noi mdi... ciing cung cap Phiéu dit bao sau mdi quy phat hanh. Trong d6, ho cung
cép cho khéach hang nhiéu sy lya chon khic nhau vé san phém can dit, sd luong,
phuong thirc thanh toan, phuong thirc giao hang... Minh hoa dudi day (Minh hoa
1.4) chinh 13 mot mau Phiéu dit tap chi dugc dinh kém trong xuat ban pham. Pic
biét, hau hét cac doanh nghi¢p str dung cong cu nay déu khuyén khich khéach hang
phan hdi qua mau dugc cung cdp sin ma khong can dan tem 14n phong bi. Pay 1a
cach ma doanh nghiép tao co hoi cho khach hang c6 duoc cam giac phan hdi dé
dang va do do, ty 1& tra 10i s& cao hon. Minh hoa 1.4. ciing cho thay, Tap chi
Marketing ciing khuyén khich khach hang phan hoi v6i nhiéu loi ich di kém, d6
chinh 12 mot minh chtng cu thé ciia marketing truc tiép qua bao duoc ap dung tai
Viét Nam.
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Minh hoa 1.4: Phiéu dit bao ciia Tap chi Marketing, dinh kém trén tap chi

Mot s6 doanh nghiép ciing sir dung bao dé ding cac chuong trinh quang co
phan héi truc tiép. Cac mau quang céo v6i dong chir “Hay cit muc ndy, dién day
du nhitng thong tin theo yéu cau va gui lai cho ching toi, ban s& duoc...” chinh 13

biéu hién cy thé ctia marketing tryc tiép qua bao (xem minh hoa 1.5).

Nhu d phén tich & trén, marketing trén truyén hinh, truyén thanh hay bao
chi van can su hd tro cia dién thoai hodc fax dé co thé dap ung khach hang mot
cach nhanh chong, thuan tién nhat. Do d6, ngudi ta thuong st dung két hop cac

hinh thure trén dé hiéu qua dat dugc ¢ muc cao nhét c6 thé.

1.2.4. Internet marketing

Thap ky vira qua, cong nghé thong tin trén thé gii nodi chung va viéc ung
dung no tai Viét Nam noi riéng da c6 nhiing budce tién vuot bac, tao diéu kién cho
su trao doi tri thirc phat trién ca vé luong va chat. V4i hang trim tridu két ndi,
lugng thong tin dugc tai 1€n internet ngay cang tang 1én. Thu thap thong tin, tim tai
liu tham chi tim kiém dbi tac, tim ban, tim ngudi yéu... ngudi ta cling truy cp
internet. Thoi gian truy cép internet cua gidi tré, gioi kinh doanh va van phong &
cac thanh phé 16n ngay nay dugc xac dinh 14 nhiéu hon thoi gian ngdi trude TV.
S6 nguoi dung internet ngdy cang ting 1én va dugc xem la tat yéu véi “hiéu tng
cau lac bd” bdi cong dung cua internet cur ting dan 1én vé6i d6 mé rong cua hé
thong. Cang c6 nhiéu két ndi, internet cang thu hit thém nhiéu nguoi sir dung. Do
do, cac doanh nghi¢p da va dang khai thac cong cu nay vao hoat dong marketing

nhiam dép tmg nhu cau dang thay doi ctua khach hang. Internet marketing la hoat
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déng marketing dwoc doanh nghiép thwce hién trén nén tang internet, si dung

internet la phuong tién co ban trong giao dich voi khach hang.

Minh hoa 1.5: Marketing qua b3o ciia Siéu thi dién may Trung Hiéu, thuc hién
trén bao Thanh nién [3]
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V6i internet marketing, khach hang c¢6 thé dat hang, thanh toan tryc tiép vai
nha cung cap thay vi phai qua cac trung gian. Internet dem lai rat nhiéu loi ich cho
khach hang nhu tiét kiém thoi gian, thoai mai lya chon, mua ban nhanh chong.
“Chiing t6i chi cach ban mot ¢t nhip chudt” 1a khau hiéu quang céo trén VTV cua
vietnamwork.com.vn, dugc thuc hién trong nhirng thang cudi ndm 2007, nha cung
cap dich vu tuyén dung qua website huéng téi ca nguoi can viée lam 1an nguoi
tuyén dung. Internet marketing khong phu thudc vao thoi gian va khong gian, do
d6, n6 c¢6 thé hudng t6i khach hang trén toan cau, nhitng khach hang c6 sir dung
internet. Chinh dic tinh nay da gitp internet ngay cang dugc nhidu nguoi ua ding
cho du ho & déu, dic biét & cac qudc gia dang phat trién. Cac doanh nghiép ciing
khai thac ddc tinh nay dé c6 thé tiép can véi khach hang ¢ khap moi noi trén thé

2161 ma khong bi rao can bai thoi gian, khong gian va chi phi.

C6 thé nodi, chi phi cho internet marketing khong dang ké so vé6i cac hoat

dong truyén thong marketing truyén thong khac. Doanh nghiép ciing c6 thé thuc
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hién ciac chuong trinh quang cédo, thu thap thong tin trén website ciia cic doanh
nghiép khac vai chi phi khong qua cao nhu quang cao trén TV, bdo chi (xem Phu
luc 5, chi phi cho quang cdo trén Truyén hinh Viét Nam, trén bao Tudi tré va trén
dantri.com.vn). Hon nita, néu doanh nghiép thiét ké website, cung cp va thu nhan
thong tin qua website d6 thi chi phi d6 duwoc xem 1a dau tu dai han va 13 xu thé tat

yeu cua xa hdi thong tin.

Tuy nhién, vin dé co ban 1a lam sao dé website ciia doanh nghiép duoc
nhiéu nguoi, dac biét 1a khach hang muc tiéu biét dén. Ngoai ra, nguy co de doa tir
ddi thu canh tranh hodc cac hacker mang boi néu khong can trong thi hinh thirc
nay c6 thé duoc xem 1a “vén 4o cho ngudi xem lung” khi doanh nghiép khong du
ban linh, khon ngoan va c6 dugc chuong trinh bao mat can trong. Poi khi, khach
hang khong mudn bj quiy ray boi nhitng thu rac duoc giri dén hang ngay (spam
mail) nén khéng sin 1ong cung cép thong tin. Su e ngai vé muic do an toan khi
cung cép thong tin ca nhan, dac biét la thong tin vé thé tin dung ciing 1a mot rao
can voi cac doanh nghi€p sir dung internet marketing. Bén canh do, cac doanh
nghiép con phai doi mit v6i rao can vé ngdn ngir v6i khach hang nudc ngoai boi
khong c6 doanh nghiép nao c6 website v6i day du cac ngdn ngit va cling khong
phai doanh nghiép nao ciing c¢6 thé c6 mot trang web véi nhidu ngén ngit khac
nhau. Tuy nhién, website duoc thiét ké véi mot sé ngon ngit chinh trén thé gidi
nhu Phap, Trung Qudc, Pirc, Nga va dic biét 1a tiéng Anh thi d6 ciing 1a giai phap

hiéu qua cho viéc tiép can vdi khach hang trén khap noi trén thé gidi.

Internet marketing duoc biéu hién thong qua hai hinh thitc co ban 1a email
marketing va website marketing. Email - thu dién tir - birc thu duoc s6 hoa - 13
dich vu co ban trén internet va dugc st dung nhiéu nhat va c6 hiéu qua nhét néu
biét sir dung dung cach. Qué trinh giri va nhan chi mét vai gidy dén vai phuat tuy
theo tbc d6 dudng truyén giita cac hop thu. Nguoi nhan co thé chon doc nodi dung
btrc thu cAn quan tAm va néu can co thé in ra gidy hodc sao chép sang may khéc.
Nguoi ta dd tdn dung cac wu diém cta email dé Gmg dung vao kinh doanh va hinh
thirc ndy d3 mang lai hiéu qua kha tot. Email marketing 12 hinh thirc marketing ma
doanh nghiép str dung email, sach dién tir hay catalog dién tir dé thiét 1ap mdi quan
hé, giao dich va trao d6i v6i khach hang. C6 hai kiéu email marketing, (1) Email
marketing dugc sy cho phép cia ngudi nhan (Solicited Commercial Email) va (2)
Email marketing khong dugc su cho phép cia ngudi nhan (Unsolicited Email

Marketing hay Unsolicited Commercial Email - UCE) con goi 1a Spam.
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Viéc str dung email thuan lgi hon nhiéu so véi viéc guri thu qua céac hinh
thirc truyén théng. Hon thé nita hinh thirc giri thu nay con ré va nhanh hon
nhiéu lan. Nguoi giri khong phai viét tay, khong phai mua tem, phong bi,
dan tem va khong phai ra tin thung thu dé giri va nguoi nhan ciing d& mot
1an “bo rac”. Hon nita, chi phi dé luu giit nhitng thu ndy thuong rat thap
néu khoéng muén ndi 12 hoan toan mién phi ma van bao mat nhu yahoo,
gmail, hotmail...[30][31][36]

Email marketing c¢6 nhiéu loi thé. Thtr nhét, né giip tiét kiém rat nhiéu thoi
gian cho viéc givi thw. Doanh nghiép c6 thé giri mot 14 thu duoc soan san cho hang
loat khach hang ma chi mat c6 vai gidy lua chon nguoi nhan trong danh sach nguoi
nhan thu ma doanh nghiép c6. Tht hai, viéc sir dung email dé giri thw lai rat tiét
kiém vé mat tai chinh. Chi phi cho viéc gui thu dd dugc tinh vao chi phi thué
duong truyén ma doanh nghiép phai tra hang thang, chi phi gia ting khong dang
bao nhiéu. Hon nita, nguoi ta c6 thé sir dung phan mém tro givip quan 1y danh sdch
@i thw hoan todn tw déng. Phin mém nay ty dong loai nhitng ngudi khong co
tiém nang mua loai san phAm ma doanh nghiép mudn chao, loai bé ngudi vira mua
san pham hay nhiing nguoi da tir chdi mua san pham, gitp doanh nghiép tranh

khoi sai sot khong dédng co vai mot chi phi rat thap.

Tuy nhién, email marketing cling c6 mot s6 nhuoc diém. Nhuoc diém 16n
nhat d6 13 email marketing thwong bi khdch hang xem la thi rdc - spam. Hau hét
ngudi nhan s& x6a tit ca cac thu trong myc spam hodc thu tir nhitng dia chi khong
quen biét ma khong can doc. Piéu d6 c6 nghia 1a ty 18 thu dugc doc 1a rat thap.
Nhuoe diém thr hai cia email marketing 1a doi khi viéc mua dugc mot danh sach
dja chi email (chinh xac) ctia khach hang (tiém ning) khong phai 1a viéc dé dang.
Nhiéu doanh nghiép mua phai mot danh sach khach hang cii ma hau hét thu gui di
bi trd lai. Tuy nhién, nhitng lo1 ich cua email marketing van duge xem 1a nhiéu hon
s0 voi nhuge diém ciia nd nén nd van da va dang duoc 4p dung rong rai boi nhiing
email bao tin dung muc dich, diung dbi twong van duogc chép nhan. Hiép hoi
Marketing truc tiép cia My cho biét 2/3 céc cong ty My khang dinh doanh sb cua
ho trong nam 2005 tang la nho vao email marketing[20][22].

O Viét Nam, do thiéu luat thu rac (vi Luat Thuong mai dién tor méi duogc
thong qua nén chua hoan thién) nén kinh doanh dia chi email hién nay twong d6i
phat dat. Cac hinh thirc quang cdo truc tuyén thong qua dit banner, logo trén

nhitng website c6 lugng truy cdp lon dang ngay dugc cac doanh nghiép quan tam.
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Tuy nhién, s0 khach hang ti€ép cin véi sdn pham, dich vu dugc quang céo chua

dugc xac dinh rd. Chinh vi thé, email marketing van rat dugc quan tdm sir dung.

Website marketing 1a hinh thirc thtr hai cua internet marketing. Website
(trang chu) 1 mot céng cu truyén thong trén mang gitip doanh nghiép vira c6 thé
cung cip thong tin mot cach chi dong, dong thoi khong chiu anh hudng boi su
khac biét vé thoi gian va khoang cach khong gian. Internet va website gitp hoat
dong kinh doanh thuc hién 24 gid/ngay trong sudt nim. Picu niy co nghia doanh

nghiép ludn c6 thé tiép can va dap mg nhu cau khach hang trong céc dip L&, Tét.

Minh hoa 1.6. Internet va cudc song[5]

Theo nghién ctru vé ngudi st dung internet ctia Georgia Technology Institute
- cong ty nghién ctru thi truong & My, hon 80% ngudi ding internet tim thiy cac
website moi bang cach sir dung cac cong cu tim kiém (search engines), nghia 13
c6 khoang 650 triéu nguoi sit dung search engines dé tim kiém théng tin trén
mang. Con theo Nielsen/netratings, nam 2005, thé giéi di danh dau ky luc moi:
da c6 1 ty nguoi truy cap vao internet va s6 website ciing ting 1én theo ti 1¢ twong
mg. Trong s6 d6, nhiéu ngudi 1a khach hang tiém ning nho cc search engines
dé truy cap vao website clia cac doanh nghiép. Khach hang con c6 thé tim tin bai
va cac tai nguyén khac trén internet thong qua cac dé tai, chi ¢&& mong mudn.
Viéc tim kiém thong tin mot cach tién loi va dé dang tir cac cong cu tim kiém da

gitip nhiéu website dat thir hang cao, voi sd khach truy cap khong ngimg gia ting

kéo theo doanh s6 va lgi nhuan ctia nguoi sé hiru no6 cling tang 1én dang keé.

Nguén: Pinh Minh Chinh — Onboom Group, http://www.onboom.com/

Chi phi cho website marketing rat thip bai né chinh 1a chi phi cho viéc duy
tri nhitng thong tin vé doanh nghiép duoc dua 1én mang ma chi phi nay so véi tong
chi phi hoat dong ctia mot doanh nghiép 1a khong dang ké. O Viét Nam, chi phi dé
duy tri mot trang web trén mang chi 1a 270.000d/nam (xap xi $20). Qua internet,
mot nhan vién cé thé giao dich duoc voi rat nhiéu khach hang; catalog dién tir trén
website ludn phong phii lai dugc cap nhat thuong xuyén, hon han so véi catalog in
an (khuén kho gidi han va nhanh bi 161 thoi)[9][10][14].

Vi website marketing, doanh nghiép con c6 thé diéu tra thi truong va xay
dung h¢ théng dir liu khach hang cap nhat, déy du. Diéu tra thi truong qua mang
vira tiét kiém chi phi cho doanh nghiép, vira tiét kiém thoi gian cho khach hang voi

do tin cay cao. Trén website, doanh nghip co thé hd tro khach hang dudi hinh
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thirc cac cau hoi thuong gap (FAQs-Frequent Asked Questions) va dp dung hinh
thirc tra 10i thac mac cta khach hang bang email tra 1i ty dong véi thong tin cap
nhat, bang dién dan, giai dap truc tuyén trén mang. Website con cho phép theo ddi
timg dong thai ctia khach hang moi khi ho truy cép: thdi gian trén mang, nhitng
trang web ho xem, quan tAm téi nhém san pham ndo, ua thich mau gi, thudng chon
¢& san phim nao, md trang web cd san phadm d6 bao nhiéu lan, bao nhiéu lau
nhing san pham ho mua... Nhiing thong tin ndy cho phép doanh nghiép gidi thiéu

san pham phu hop véi nhu cau cua ting khach hang.

Website con 1a mot tam danh thiép, mot cudn catalog song dong ciia doanh
nghiép. Ddi tac va ban hang & bat ky dau trén thé gidi déu co thé dé dang tim thay
va lién hé truc tiép v6i doanh nghiép. Moi thay ddi vé san phém, dich vu, khuyén
mii... déu duoc cap nhat thuong xuyén va thong tin cho moi khach hang nhanh
chong. Hudng dan sir dung san pham duogc ding tai trén website gitp khach hang
st dung san pham hiéu qua hon, giam thiéu phién ha cho ngudi ban voi nhitng cau
hoi thudng xuyén lip lai. Website con c6 kha ning gitip cai tién hé thong lién lac,
nha quan 1y c6 thé giao tiép véi nhan vién va dbi tac thong qua email. Moi thong
tin s& duoc cap nhat ngay trén website ma bat ky ai ciing c6 thé xem dugc thong

tin cap nhat d6 trong pham vi quyén han cia minh.

Minh hoa 1.7 dudi day cho thiy su thay d6i trong hanh vi con nguoi va
cling khang dinh, van hoéa da va dang thay doi cing véi su thay doi vé cong nghé.
Vé ban chit, YouTube 1a mot cong déng va mot nét van hoa thi vi hon 1a mot con
ga dé tring vang. Thach thtrc that sy ma truyén thong truyén théng phai dbi mat
khong phai 1a bao vé cac ndi dung ¢ ban quyén ra sao, ma la nghi cach phai canh

tranh thé nao khi gip mot doi thu tét hon.

Tuy ring, dé c6 mit trong cac cd may tim kiém website, tin bai cta thé gisi
nhu google, yahoo hay internet explorer, doanh nghiép chi can dién vao cac phiéu
ding ky duoc thiét ké kha don gian nhung dé khach hang chon truy cép vao
website cia doanh nghiép thi con dudng chéng gai hon nhiéu. Néu website cua
doanh nghiép chira thong tin khach hang can thi nd s& xuit hién ¢ dau do trong
trang két qua tim kiém nhung rat khé ¢ vi tri mot trong nhiing trang két qua dau

tién va co hdi dugc khach hang chon doc 1a rat thép.
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Minh hoa 1.7. YouTube, phat minh ctia nadm 2006

YouTube da duoc thoi bao Times binh chon 1a Phat minh ctia nam 2006 vi n6
da da mo ra mdt cach thirc méi giup hang tri€u con nguoi giai tri, giao duc, gay
soc v6i mot quy md va mirc d6 chua timg thdy. TUr ¥ tudng tao ra mot noi chia sé
nhing video clip duoc dinh dang bt ky ma nguoi ta c6 thé xem duge du & bat ky
dau v6i bat cu trinh duyét web nao, ba thanh nién chua diy 30 tudi (Steve Chen,
Chad Hurley va Jawed Karim) da xay dung nén moét "lang" video a0, mot website
noi moi nguoi co thé post 1én nhitng video clip cta riéng minh, xem video cua
ngudi khac, binh pham, chim diém... YouTube.com ra doi thang 5/2005.

YouTube di chinh phuc hang triéu triéu ngudi dung trén toan thé gidi. Ngudi
ta khong chi post 1én ddy nhimg b phim gia dinh dé rao ban (nhu muc tiéu ban
dau cua YouTube), ho di quay cac video clip say xin, nhay nhot, cac su cb nuc
cudi rdi "ném" chung 1én YouTube. Ho upload 1én nhimg dy 4n khoa hoc vé van,
man guitar solo kinh di, nhitg canh mit thiy tai nghe tai New Orleans sau khi con
bdo Katrina tran qua va cudc chién tai Iraq nhin tir ca hai phia... Ho ngdi trong
phong riéng va trat tit ca nhimg bi mat thim kin cta minh 1én webcam. YouTube
da dung 1én dugc mat thé gid1 riéng cho ho, nhitng con nguoi hién dai c6 don,
chiu nhiéu strc ép va rat c6 nhu cau gidi bay, thé hién minh.

Chi sau 18 thang, YouTube da tré thanh mot hién tuong van hoa toan cau voi
hon 70.000 thanh vién mdi va 100 triéu video clip duoc xem mdi ngay. Khi nguoi
dung di to ra ngan ngam va hét kién nhan véi truyén thong chinh thdng, ho khong
mudn nhitng video clip bi cit got tir Iraq, Libidng hay Dafur do nhitng phong vién
130 luyén lam ra. Ho mudn su that, mot sy that tran trui tir nhirng chién binh dang
chién dau tai d6, tir nhitng nguoi dan dang sdng va co thé chét tai d6. Chua day
mot ndm sau khi chinh thirc khai truong, YouTube di trd thanh mot gi khong 10
trong linh vuc truyén thong. Thang 10/2006, 30 ngudi ciia YouTube ngudi di
chuyén dén dai ban doanh cta Google trong mot thuong vu tri gia téi 1,65 ty USD.

Nguon: http://vietnamnet.vn/cntt/2006/11/630824/

Theo Vién Nghién ctru cong nghé Goergia, chi c6 25% sb ngudi tim kiém
thong tin trén cac ¢d mdy tim kiém co6 kha ning kich chudt vao trang két qua thu
hai, trang két qua c6 mirc d6 phu hop sau 10 dia chi khac. Chuyén gia cua AC
Nielsen thi noi, “Ngudi tim kiém thong tin hiu nhu khong bao gio mé sang trang
thi hai cua két qua tim kiém”. Con chuyén gia cua Click Z Search Engine (nha
cung cap cong cu tim kiém internet thir ba & M¥) ciling dong ¥ v6i y kién nay véi

nhéan dinh “Duogc 1iét ké & vi tri tha 11 cta két qua tim kiém cling déng nghia véi
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viéc nguoi ta sé lang quén website ctia ban”. Doanh nghiép chi c6 thé dat muc tiéu
gia tang luong khach viéng tham thong qua cac cd may tim kiém néu website ciia
ban dugc liét ké & Top 10 [33][35][37].

Bang 1.1. Tinh hinh phit trién Internet dén thang 9/2008 tai Viét Nam

- SO ngudi st dung : 20669285
- Ti 18 s dén sir dung Internet : 2420 %
- Tong bang thong kénh két ndi qubc té caa Viét Nam : 36737 Mbps
- Tong bang thong kénh ké:t néi trong nudc: 7 67960  Mbps
(trong do6 bang thong két ndi qua tram trung chuyén
VNIX: 9 q 24000  Mbps)
- Tong luu lugng trao doi qua tram trung chuyén
VNIX : 33023289  Gbytes
- Tdng s tén mién .vn di dang ky: 90189
- Tong s tén mién Tiéng Viét da dang ky: 4156
- Tong s6 dia chi IPv4 da cap : 6589440  dia chi
- S6 luong dia chi IPv6 qui doi theo don vi /64 dd cap :  4,2066E+10 /64 dia chi
- Tong thué bao bang rong (xDSL) : 1994815

Nguén: VNNIC Viét Nam, 1/2009

Ngoai ra, viéc dang ky thong tin trén cic céng cu tim kiém mién phi ciing
ddng nghia véi viéc phai thudng xuyén nhan nhitng thong tin quang céo tir cac nha
cung cap khac hodc dé dang bi tin tic tdn cong néu hé thong mang cua doanh
nghiép khong du an toan. Chinh vi vay, doanh nghiép cling can can nhic xem phai
1am sao dé thong tin duoc xuat hién trén cac trang tim kiém nhung van dam bao an
toan. Picu nay co thé dé dang khac phuc néu doanh nghiép chi tién cho céc trang

chu tim kiém.
1.2.5. Ap dung marketing truc tiép tich hop

Thuec tién cho thay, sir dung tong hop cac cong cu marketing tric tiép mot
cach hop 1y c6 thé gia ting sé khach hang tiém ning, t6i da hoa doanh thu trong
khi chi phi khong ting thém bao nhiéu. Vi thu tryc tiép, bén canh catalog gidi
thiéu vé san pham, doanh nghiép con cung cap thém nhimng s6 dién thoai mién phi,
duong day nong phuc vu moi thoi diém dé khach hang c6 thé duoc giai dap nhiing
thic mic hay nhimg van dé con chua rd. Tuong ty nhu vdy, chuong trinh gidi
thiéu san phém qua truyén hinh phai duoc sy hd tro boi cac dién thoai vién nhiét

tinh, hiéu biét cing vdi nhiéu dudng truyén dé dam bao khi khach hang goi dén,
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doanh nghiép c6 thé tiép xtc v6i ho mot cach nhanh nhét, nhiét tinh nhat va dap

g ho nhanh nhat.

Website marketing néu khong c6 su hd tro béi hop thu tu dong, bdi nhitng
catalog dugc trinh bay dep mat thi cling khong thé gi6i thiéu dugc day du nhitng
dic tinh cua san pham va do d6, ciing khong thé hap din va khuyén khich khach
hang lién hé truc tiép voi doanh nghiép dé mua hang. C6 thé thy, dé phat huy hiéu
qua, cac doanh nghiép nén str dung két hop nhiéu cong cu marketing truc tiép hd
trg cho nhau phat huy hiéu qua cao nhat. Mot chuong trinh marketing truc tiép tich
hop thuong dem lai hi€u qua 16n hon nhiéu so voi viée chi str dung mot cong cu

marketing truc tiép don 1é.

1.3.  Quy trinh marketing truec tiép
1.3.1. Xady dung co so dir liéu khach hang

Co so dit liéu 1a mot tap hop co hé thong nhimng sb liéu ddy du vé ting
khach hang hién c6, khach hang trién vong ma doanh nghiép cé thé tiép can hay
tac dong dén dé phuc vu cho muc dich marketing nhu hinh thanh danh sach khach

hang chon loc, ban san pham, hodc duy tri mdi quan hé véi khach hang.

Co so dir liu vé khach hang 1a chinh 13 tAm diém ciia marketing truc tiép
boi doanh nghiép khong thé tién hanh marketing truc tiép khi chua c6 chuan bi vé
co s& dit liéu. Noi cach khéc co so dit liéu 1a vii khi 1gi hai nhét cta marketing tryc
tiép giup doanh nghiép tiép can diing khach hang muc tiéu. Viéc xdy dung co s&

dir liéu 13 cong viéc dau tién phai lam trong marketing truc tiép.

Doanh nghiép c6 thé tap hop thong tin vé khach hang thong qua nhéan vién
ban hang ngoai thi trudng, tir co s¢ dit liéu ¢ cac cuc thong ké, thong qua trung
gian hoic truc tiép tir khach hang sau nhitng lan viéng tham, chao hang. Nhan vién
ban hang can ghi chép thong tin cu thé dé c6 thé 1ap ké hoach thoi gian viéng tham
sdp t6i, quan tAm tra 1oi nhitng thic mic cta khach hang. Mot luu ¥ voi viée xay
dung co s& dit liéu 1a phai dua trén co s con nguoi — ddi twong khach hang muc
tiéu, ngudi ra quyét dinh mua chir khong phai dua trén co s¢ "doanh nghiép" hay
"thuong vu" vi d6 1a d6i twong ma doanh nghiép giao luu, thuyét phuc, ldy cam

tinh, xay dung long trung thanh...
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Bang 1.2. Nhirng thong tin cin c6 trong co s& dir liéu

- Thong tin ca nhan: ho tén, tudi, gidi tinh, tinh trang hon nhéan, sb con, nghé
nghiép, chirc vu noi lam viée...

- Théng tin dia chi: s6 nha, tén duong, quan, thanh phd, dia chi cong ty, s dién
thoai, s6 fax, dia chi email...

- Théng tin tai chinh: mic thu nhap, kha ning thanh toan, s tai khoan, uy tin trong
viéc thanh toéan, s lan dat hang, so tién mua hang. ..

- Théng tin hoat dong: théi quen mua sam, 16i séng qua nhitng 1an tiép xuc, khiéu
nai, hanh vi tiéu dung cda ho...

- Thong tin nhu cau: nhimng san pham di mua, nhitng san pham can mua, nhitng nha
cung cap trudc do, moi quan tdm cua nguoi di mua...

- Nhing thong tin nay cé thé nhan duoc tir danh thiép khach hang, hd so ca nhan
hodc tir nhitng 1an tiép xuc trudc do, tir hd so ban hang, tir cac nha cung cap
chuyén nghiép...

Thong tin vé khach hang c6 thé c¢6 duoc qua cac giao dich dd ¢ voi ho cua
doanh nghiép. Pay 1a ngudn dam bao nhét trong tt ca cac ngudn tin vé khach hang
boi doanh nghiép c6 thé kiém soat, quan Iy d& dang va kiém tra ngay tic thi voi
chi phi cling khong cao. Hodc doanh nghiép c6 thé thu thap nhiing thong tin d6
trén tap chi, sach, bao, internet. Tuy nhién, nhitng thong tin tir nguén nay con

tuong d6i nghéo nan va thuong khong dung theo yéu cau ciia doanh nghiép.

Mot cach khac, doanh nghiép c6 thé thué nhiing cong ty chuyén nghién ciru
thi truong thu thap va thiét ké mot co so dit liéu cho minh. Nhung véi cac thong
tin dang nay doanh nghiép kho c6 thé bao quat va kiém tra. Hon nita, thuc t& ¢
Viét Nam, nhitng cong ty chuyén nghiép nhu thé chwa nhidu. M&i mot ngudn
thong tin déu c6 nhitng vu va nhuoc diém riéng. Doanh nghiép phai tiy vao kha
ning ctia minh va can nhic chi phi dé ¢ thé lua chon mot ngudn thong tin phi hop

v&1 minh.

Thuc ra, khong phai cong cu nao ctua marketing truc tiép ciing can dén co
s¢ dir liéu. Vi du nhu, marketing qua truyén hinh tuong tac, co s¢ dir liéu ban dau
¢6 18 chua can thiét nhung néu qua cac cudc di¢n thoai dén cua khach hang, doanh
nghiép xay dung duogc co sé dir lidu thi ho c¢6 thé 4p dung marketing truc tiép mot

cach toan dién hon.

1.3.2.  Xdc dinh danh sdch khdch hang trién vong

Tu co s¢ dir liu vé khach hang c6 dugc, can déanh gia va lya chon danh

sach khach hang trién vong ma doanh nghiép s& tiép can bing marketing truc tiép.
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Doanh nghi€p phai xac dinh nhitng ddc diém cua khach hang hién c6 va tiém nang,
c6 mong muon va san sang mua san pham nhat, tir d6 danh gia va tuyén chon duoc

danh sach khach hang trién vong.

Béng viéc nhan thirc dugc chinh xac nhitng chuong trinh chién luoc, khach
hang muc tiéu ma doanh nghiép hudng t6i, dic diém san pham va cac chuong trinh
truyén thong, nha quan 1y phan tich kiéu khach hang tiém niang, ddi chiéu véi danh
sach khach hang trong tay, nha quan 1y s& xac dinh khach hang trién vong cin c
vao cac bién sd nhu tudi, gidi tinh, trinh d0 hoc van, 1y do mua, hanh vi mua trudc
day... Sau khi xac dinh khach hang trién vong - thi trudng muc tiéu, doanh nghiép
can lap danh sach cu thé: tén, dia chi cung cac thong tin vé nhan khau hoc va tim

1y hoc ctia khach hang dé 1am co s& cho chién luge chio hang.

1.3.3.  Xdc dinh muc tiéu ciia marketing trwc tiép

Véi cac khach hang khac nhau, doanh nghiép co thé dat ra cidc muc tiéu
khac nhau cho mdi chién dich marketing truc tiép cta minh. Muc tiéu cua
marketing truc tiép thuong 14 1am cho khach hang tiém ning ¢d phdn iémg mua
hang ngay ldp tirc. V&i muyc tiéu nay, marketing truc tiép qua truyén hinh va
telemarketing 14 cong cu hitu hiéu nhat. Tuy nhién, ciing c¢6 trudng hop marketing
tryc tiép hudng toi muc tiéu Idp dwoc danh sach khdch hang trién vong cho luc
lugng ban hang, cung cdp théng tin dé cing cé hinh anh cia nhan hiéu va uy tin
ciia doanh nghiép. Khi @6, internet marketing bang email va website, marketing
buu chinh lai dugc wa dung. P61 khi, nguoi ta cling chi dat ra muc ti€u xem xét
danh gid cia khdch hang vé mot théng diép nao dé thong qua mirc do va tinh chét
ctia phan Gng dap lai. V&i muc tiéu nay, marketing qua bao, tap chi voi co ché thu

nhan thong tin phan hoi lai phat huy hiéu qua cao nhét.

Nhu vay, vo1 moi muc tiéu khac nhau, nguoi lam marketing lai phai cé
nhitng cong cu va phuong tién khiac nhau. Chinh vi vay, viéc xac dinh rd rang cac
muc tiéu cho chién lugc marketing truc tiép la cuc ky can thiét dé€ cac doanh

nghiép ra cac quyét dinh tiép theo chinh xac va hiéu qua.

1.3.4. Lwa chon céng cu marketing truc tiép

C6 nhiéu cong cu khac nhau dé co thé dua thong diép marketing truc tiép
té1 khach hang. Cac cong cu do la thu truc tiép, dién thoai, fax, bdo va tap chi, phat
thanh, truyén hinh hay internet... Mdi cong cu c6 nhitng wu va nhuoc diém riéng

nhu d3 phan tich & trén. Do dé, cac doanh nghiép ciing cin xem xét va danh gia
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xem khi nao nén st dung cong cu nao. Sau khi lya chon dugc ding cong cu
marketing truc tiép, doanh nghiép s& phai xay dung théng diép chao hang thich

hop vo1 cong cu ay.

1.3.5. Xdy dung cdc thong diép chao hang

Nha quén 1y doanh nghiép khi xay dung thong di€p chao hang phai dua trén
viéc phdi hop 5 yéu tb: san pham, phuong thitc chao hang, phuong tién truyén
thong, cach thirc phan phdi va phuong thirc thanh toan. Tuy theo ting cong cu
marketing tryc tiép duoc sir dung ma nguoi ta lya chon va phdi hop cac yéu t nay

v6i nhau mot cach hop 1y dé ting kha ning tac dong dén khach hang.

Mdi phuong tién truyén thong déu co nhitng quy tic riéng dé dam béo st
dung c6 hiéu qua. Bao g6i san pham hip dan s& lam ting stc hip dan cia chao
hang truc tiép qua catalog hodc truyén hinh, website. Thu chao hang hoic thong
diép chao hang phai duoc thiét ké hop 1y dé ting stc hap din va mac d6 phan Gmg
dap lai. Hi€u qua ctua marketing qua dién thoai phu thudc vao viéc chon ding

ngudi thue hién, huan luyén k§ ho va co ché do thu lao hop 1y.

Loi chdo hang trude hét phai thu hut dugc sy chu ¥ cia khach hang ngay tir
dong dau thi méi hy vong ho doc k¥ thong diép ma khong bo qua nhiing ndi dung
tiép sau. Loi chao hang phai cung cip diy du thong tin vé cac van dé ma khach
hang quan tam. Pac biét, khach hang Viét Nam rat nhay cam véi gia do murc thu
nhap con thap, chinh vi vy, can dua ra mic gia cu thé cho ting loai mat hang.
Nhu vay khach hang s& cam giac tin tuéng hon vao san pham va dé dang lwa chon

nhirmg mat hang phu hop véi tai tién ctia minh.

Tinh sdng tao trong 101 chio hang ciing 13 yéu té rat quan trong. Hinh thirc
161 chao hang phai dugc trinh bay mét cach chu dao ca vé hinh anh, Am thanh, mau
sdc va k¥ thuat in an. Loi chao hang phai "dé doc, dé nghe, dé nhé va dé hiéu".
Dic biét dbi v6i khach hang 16n tudi, 161 chao hang phai c6 su trau chudt vé 10i 18,
ngodn tir. Thong thuong, nhitng 10i chao hang c6 hinh thirc tot thuong dé chiém
duogc cam tinh va long tin cay cua khach hang hon. Do vay, gdy duoc thién cam va
long tin cdy cua khach hang ngay tir 161 chao hang 1a chia khoa m& ctra cho su
thanh cong. Can thé hién trong 10i chdo hang triét 1y kinh doanh va chir tin dé thu

phuc dugc ca trai tim va khoi 6c¢ cua khach hang.
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1.3.6.  Té chirc thuee hién truyén théong véi khdach hang

1.3.6.1.  Thong tin dén khach hang

Tat ca cac chuong trinh marketing muén dat duoc hiéu qua can phai duoc
khach hang biét dén. Dé thong tin dén khach hang, doanh nghiép phai xac dinh ddi
tugng nhan tin 13 ai dé quyét dinh chon phuong tién truyén thong nao, thoi diém
nao, dia diém nao 1a hop 1y? Do 16n cia thong tin nhu thé nao? Tuy vao kha ning
va muc ti€u ma doanh nghi¢p s€ lya chon cac phuong tién truyén thong nhu thu
tin, di¢én thoai, catalog, to roi, ti vi, dai va mot sb phuong tién méi nhu nhan vién
thuong mai, mang ludi ban tai chd, gui email hay dua thong tin 1én cac website

hang dau hodc website ciia doanh nghiép.

Website hang dau 1a nhiing webiste duoc nhiéu ngudi truy cip nhat, nhu
cnn.com, youtube.com, yahoo.com. O Viét Nam, nhiing website nhu
vnexpress.net, dantri.com.vn, vietnamnet.vn, thanhnien.com.vn va
tuoitre.com.vn 1a nhitng website hang dau véi sé ngudi truy nhap 1én dén

hang triéu luot moi ngay.

Vi buu chinh marketing, cling voi thu truc tiép, catolog, doanh nghiép nén
gtri kém thiép moi, phiéu mua hang, to roi... Cac tai liéu giri dén cho khach hang
can duogc in trén gidy tot, c6 kich thudc tily vao ting mat hang, nhimng thong tin
can c6 cho viéc dat hang. Cung véi tai liéu do, doanh nghiép c6 thé giri buu thiép
cho khach hang trung thanh, cung cép s6 dién thoai lién hé, s6 tu van mién phi, dia
chi noi nhan hang mau/qua biéu. Pé tang kha ning phan hoi, doanh nghiép co thé
glri ca bi thu cé tem san hodc lam viéc véi co quan buu chinh dé thanh toan thu

guri vé ma khong yéu cau nguoi gui dan tem.

Viéc ap dung marketing truc tiép qua di¢n thoai phu thudc vao vi¢c chon
ding nguoi thuc hién, dugc huén luyén c6 kha nang bat chuyén thuyét phuc, dan
dat van dé mot cach 1y thu va két thiic khi can thiét. Viéc lya chon thoi diém noi
chuyén ciing khéng kém phan quan trong, nén goi dién thoai vao cudi budi sang,
cudi budi chiu ddi véi khach hang 1a cac doanh nghiép; hodc vao budi téi tir 7 gio

dén 9 gio do1 voi cac ho gia dinh.

Néu thyc hién marketing tryc tiép trén TV, dai phat thanh thi viéc quyét

dinh lya chon thoi diém 14 diéu khong thé xem nhe. Phai xét dén tinh hiéu qua, hop
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Iy, khong giy cam giac kho chiu. Can tim hiéu nhimng thong tin nhu khi nao sd

lugng nguoi xem la dong nhét, chuyén muc gi dugc ua chudng nhat.

Néu thyuc hién marketing tryc tiép qua bao hoac tap chi, can can nhic loai
bao/tap chi s& s dung dé c6 thé tiép can khach hang muyc tiéu, khi nao thi quang
ba va néu dang tin thi ding trén trang nao, vi tri ndo dé thong diép dé dugc nhan
ra. Trong qua trinh tiép can voi khach hang cin ndm rd thong tin vé khach hang,
tranh nham 1an, gay su bat kinh, thiéu tén trong khach hang hoac thiéu thién cam

va lam gidm uy tin doanh nghiép.
1.3.6.2.  Nhén phén hdi tir khach hang

Sau khi cung cap thong tin dén cho khach hang vé san pham va dich vu cia
minh, cic doanh nghiép luén mong mudn nhan dugc phan hoi tir khach hang.
Nhitng phan hoi d6 c6 thé 1a sy tham khao vé gid, su thac mac vé san pham hoic
yéu cau huéng din dat mua, sir dung san pham hay nhiing su gop y dé nghi. Can
lga chon va phan cong nhi€ém vu moét cach cu thé cho nhén vién tiép nhan thong tin
nay. Phai huan luyén k¥ ning don nhén tin, kha ning giai dap cho khach hang, tu
van, am hiéu vé hang hoa dé dé nhitng ngudi ndy co thé tao thién cam cho khach
hang, nang cao uy tin ctia cong ty. Trong qua trinh nhén tin, can danh gia/xac minh
lai ngudn tin c6 chinh xac hay khong. Trong doanh nghiép, bo phan tiép nhan va
xtr 1y thong tin phai ludn sin sang dé luc can, ¢ thé tién hanh cung Gng san phim

cho khach hang mot cach nhanh nhay nhét.

Yéu cau co ban cua viée to chirc thuc hién 1a can than, chu dao va ding tién
d6 thoi gian. Trong qua trinh thyc hién phai kiém tra thuong xuyén, phét hién sai
sot dé stra chira kip thoi. Viéc to chirc thuc hién tdt hay khong phu thudc rat 16n
vao nha quan ly, nguoi 1anh dao. B6 phai 1a mdt nguodi quéan ly gidi, ham hoc hoi
va khong bao thi. Khi t6 chirc thue hién, viéc kiém tra ciing khong thé thiéu dé co
nhimg diéu chinh kip thoi. Van dé con nguoi trong qua trinh t6 chirc thue hién can
phai ddc biét quan tdm dé chuong trinh marketing tryc tiép duogc thuc hién theo

ding cach, chuyén nghi¢p va hi¢u qua.

1.3.7. Ddp teng yéu cdu khdch hang
1.3.7.1. Ban hang cho khach hang

Khi khach hang c6 phan tmg dit hang, vin dé ddi véi cac doanh nghiép 1a

lam sao dé nhanh chong dap tng don hang d6. Pay 14 giai doan can thuc hién tot
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dé dam bao nhirng bién phap tién hanh truéc d6 khong tré nén vo nghia. Lic nay
doanh nghiép phai xur 1y don dit hang, lwa chon phuong thirc van chuyén hop 1y,

tiét kiém.

Dé cho qua trinh nay duogc tét, doanh nghiép can phai ¢ lwong hang dur trit
du 16n, dat tiéu chuan chét lugng, bao goi can than duoc chuyén dén tan tay khach
hang kip thoi ding lac, chinh xdc, khau thanh toan nhanh gon, tranh nhiéu khé
phién phirc. Néu c6 thé, can giri hang cho khach hang nhanh chéng nhat boi tim 1y
ngudi mua khi bo tién ra mua (dic biét khi thanh toan qua thé), ho thuong mudn cd

san pham ngay lap tirc, bao dam tinh an toan ctia thuong vu.
1.3.7.2.  Dich vu khach hang

Ban duoc hang chi 1a diéu kién can ma chua di dé doanh nghiép thanh
cong; diéu kién du dé doanh nghiép thanh cong chinh 1a thoa man dugc nhu cau
khach hang, phai cung cip duogc cho ho cic san pham/dich vu ma ho dang tim
kiém. Dé tao duoc thién cam, xdy dung uy tin, cac doanh nghiép can cung cip
thém céac dich vu gia ting nhu hinh thanh duong diy ndng véi sé dién thoai dé
nhd, tu van ngay lap tirc moi thac méc cua khach hang, lép dat bao hanh stra chira,

van chuyén mién phi, gidi quyét khi€u nai, huéng dan sur dung.

Mot van dé can luu y la néu doanh nghi¢p di manh thi co thé tu to chirc
nhan vién tra 10i truc tiép dién thoai. Néu khong, can thué nhiing cong ty chuyén
nghiép lam nhiém vu nay. “Call centers” - nguoi tra 161 dién thoai chinh la nhiing

thanh vién giup doanh nghiép tiét kiém chi phi, va giam thiéu sai sot.

Dich vu sau ban hang déng vai trd quan trong trong marketing truc tiép boi
nd gitp doanh nghiép xay dung dugc long trung thanh cua khach hang. Khach
hang trung thanh 1a c6t 18i cua chuong trinh marketing truc tiép boi cac doanh
nghiép kiém duoc da s loi nhuén tir nhitng 14n mua lai ctia khach hang thay vi lan
mua dau tién. “Marketing quan hé” 1a mét trong nhitng ndi dung ngay cang dugc
danh gia cao v6i muc tiéu xay dung mdi quan hé 1au dai vé6i khach hang. Tuy
nhién, hau hét cac doanh nghi¢p Viét Nam hi¢n nay mot mat chua nhan thirc ding
dugc vai tro ciia marketing quan h¢, hoac da nhan thirc dugc nhung chua thuc hién

t6t hoat dong nay.

Cac cong viéc tudng chimg nhu don gian nhu kiém tra lai bao géi trudc khi

xuat kho, lua chon phuong tién van chuyén, giao hang kip thoi, giao hang sém...
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lai chinh 1a nhiing co s& dé lam hai long khach hang, tao dugc chir tin cho doanh
nghiép va 1a biéu hién cu thé cua marketing quan hé. Pdi v6i nhitng khach hang
quan trong, doanh nghiép c6 thé giri thiép chiic mimg vao sinh nhat, nhitng dip 18
tét... Nhitng moén qua dugc trao nhu mét hinh thirc khuyén mai, nhiing cudc viéng
tham truc tiép khong thudng xuyén cia cac nhan vién ban hang dé cip nhat nhiing
thong tin vé khach hang cling phat huy hiéu qua. Déi v6i cac mat hang c6 gia tri
16n, doanh nghiép c6 thé cung cép thém cac dich vu nhu kiém tra dinh ky, tu van
mién phi trong thoi gian bao hanh. Thém vao d6, viéc don gian héa thi tuc giao
dich, thanh toan tién loi qua thé tin dung, chuyén khoan... ciing giup gia ting do

hai long cua khach hang.

1.3.8. Pdnh gid két qud ciia chwong trinh marketing truc tiép

Mdi chuong trinh marketing truc tiép déu can dugc danh gia két qua. Két
qua ctia chién dich marketing truc tiép c6 thé duoc thé hién qua ty 1& dit hang, mua
hang cua khach hang, qua so sanh giira chi phi, doanh thu va loi nhuan ma chién
dich d6 mang lai. T4t nhién, két qua cta chién dich marketing truc tiép khong chi
duoc danh gia bang két qua kinh doanh truc tiép ma con phai danh gia qua kha

nang tao lap quan hé 1au dai véi khach hang.

Marketing truc tiép duoc thuc hién nham thu dugc nhitng phan tng tich cuc
ctia khach hang véi nhitng tién bo ddng ké hon cac dang thirc hoat dong marketing
truyén thong khac. Pidu d6 c¢6 dugc 1a do kha ning tiép can truc tiép voi dung
khach hang tiém ning mot cach c4 nhan thay vi dai ching nhu quang cdo hay
khuyén mai truyén thong. Diéu d6 co nghia 1a n6 két hop quang cao va ban hang
thanh mot chirc nang duy nhat, cing véi kha ning xay dung thong diép cho ting
c4 nhan va c6 thé tao ra cac phan ung tirc thi tich cuc tir phia khach hang. Bén
canh do, viéc kiém soat va danh gia hiéu qua marketing tryc tiép don gian va dé

dang hon 1a cac chuong trinh truyén théng khac.

Trén thuc té, nguoi 1am marketing tryc tiép cling sir dung cac phuong tién
thong tin dai ching khac nhu truyén thong truyén théng nhung ludn c¢é co ché thu
nhan phan ng phan hdi cta khach hang. Vi du, mot chuong trinh quang céo trén
cac bao chi ¢ in kém mot tim phiéu ma néu khach hang cat va gui dén doanh
nghiép, ho s& nhan duoc mot phan qua hodc mua hang véi gid thdp hon binh

thuong. Khi d6, doanh nghiép da c6 thé trao d6i truc tiép vdi khach hang ma



46

khong can sy tro gitip cia mdt trung gian nao. Di€u dé ¢ nghia 1a ho da tiét ki€ém

duoc chi phi phan phdi, gia ting loi nhuan.

Nhiéu nam qua, khi x4c dinh ngan sach cho hoat dong marketing, cac doanh
nghiép thudng chan chir va bin khoan bai tinh “triru tugng” cling nhu chwa c6 mot
cong thuc cu thé nao dé tinh toan. Thuc té, nguoi phu trach marketing ludn mudn
ngan sach 16n dé ho dé dang ra quyét dinh véi cac chuong trinh nghién ciru va
truyén thong “above of the line” (thuat ngit chi cic chuong trinh truyén thong dugc
thuc hién trén cac phuong tién thong tin dai ching, chi phi cao). Nhiéu nguoi rat
quan tdm t6i viéc 1am thé nao dé hoan thanh nhiém vu truyén thong tin vé san
pham va doanh nghiép dén khach hang va ctng ¢ hinh anh thuong hiéu mét cach
nhanh nhat [6][14].

Tuy nhién, cach xac dinh ngan sach marketing nhu vay khong dugc chip
nhan nita. Cac doanh nghiép néi chung di rit cin co dé thuc hién cac chwong trinh
marketing néi chung va truyén thong néi riéng, ho mudn dam bao tinh hiéu qua
ciia mdi quyét dinh nay. Hién nay, dé duoc duyét ngan sach truyén thong, nguoi
phu trach bo phan marketing ctia mdi doanh nghiép phai chirmg minh cy thé bang
con sb hiéu qua cua viéc str dung ngan sach nay. Nghia 1a ho phai dua ra duoc con
s6 loi nhuan thuc té thu dugc trén chi phi bo ra, hay s6 khach hang hodc doanh thu
s& ting thém trén mdi don vi chi phi bé ra cho hoat dong nay. Ho khong chi phai
1am cong viéc d6 mot lan trong ndm ma ho phai lam thudng xuyén, cho méi mot
chién dich marketing, mdi chuwong trinh truyén thong thuc hién. Theo Martyn
Straw, giam doc cong ty Quang cao BBDO Worldwide thi "Chi phi cho hoat dong
marketing nay di duoc xem 13 mot khoan dau tu chir khéng con 13 mot loai chi phi

thong thuong nira".

Xu huéng trén bit nguon tir thuc té nhiéu cong ty trén thé gisi dang gap kho
khan trong kinh doanh va phai tim cach cit giam chi phi, trong d6 c6 chi phi
marketing. Ho nhén ra ring nhiéu chuwong trinh quang céo trén truyén hinh hao
nhoang luén ton nhiéu tién nhung hiéu quad khong cao. Pic biét, trong diéu kién
hién nay khi lgi nhuan c6 nguy co bi sut gidm, nguoi ti€u dung c6 xu hudng danh
nhiéu thoi gian dé ludt internet thay vi xem truyén hinh. Pé sir dung ngan sach
truyén thong hiéu qua hon, nhiéu doanh nghiép da chuyén tir quing céo trén truyén
hinh sang quang cdo trén cic an pham, trén internet va ap dung cac hinh thirc
marketing tryc tiép. Bang cach nay, ho ciling c6 thé dé dang do luong tac dung cua

cac chuong trinh quang céo, tiép thi.



47

Minh hoa 1.8. Marketing truc tiép & cong ty Daimler Chrysler[18]

Daimler Chrysler 1a mot cong ty san xuat 6 t6. Ho da va dang dan dan chuyén tur
cac chuong trinh quang cdo c6 thoi luong 30 gidy trén truyén hinh sang viéc to
chttc céc su kién. Qua d6, ho ¢ thé thu thap va theo ddi chit ché hon tén, hd so va

dia chi ciia cac khach hang tiém ning. Ngoai ra, Daimler Chrysler ciing ddy manh

viéc tiép thi truc ti€p va quang cdo trén internet.

Xu huéng trén ciing 1am phat sinh nhu cau vé chuong trinh, cac bién phap
hd tro viéc danh gia hi€u qua cua hoat dong marketing. Nhiéu doanh nghi¢p san
xuat hang tiéu dung 16n nhu Procter & Gamble, Kraft Foods va Gillete di st dung
cac phuong phap théng ké dé tim kiém su lién hé giita cac chuong trinh truyén
thong marketing v&1 doanh s6 ban va su nhan biét cua khach hang vé nhén hiéu.
Noi chung, viéc tinh toan hiéu qua ctia marketing van kho khan va phic tap va céc
chuyén gia luon muén sir dung cac hinh thirc marketing c6 thé gitp do luong hiéu

qua va marketing truc tiép 12 mot trong nhitng phuong thirc dugc lya chon.

1.4.  Marketing truec tiép trén thé giéi

1.4.1. Marketing truc tiép tai cdc nwéc céng nghiép phdt trién

Tir nhitng nim 1960s, marketing truc tiép da phat trién nhanh chong va tro
thanh cong cu marketing chii dao & nhiéu nudc cong nghiép phat trién. Nam 1997,
cac doanh nghiép MY chi toi $135 ti cho marketing truc tiép, doanh s6 ban tir
marketing dat trén $1.100 ti. Con téi nam 2006, muc chi cua toan nuéc MY cho
marketing truc tiép 1én t6i $1.157 ty va doanh sé ban dat $8.576 ty [20] [21] [22].
S6 nguoi lam viée trong linh vuc marketing tryc tiép nhiéu gip déi véi su hd trg
clia tat ca cac phuong tién thong tin hién dai. Nguoi ta di du bao ring, trong tuong
lai, marketing truc tiép s& thay thé cac hinh thirc truyén thong truyén théng va tré
thanh mot trong cac céng cu chu yéu cua marketing boi né 13 sy tich hop cua ba
hinh thtrc: quang cdo, xtc tién ban hang va ban hang truc tiép dé thuc hién ban

hang khong qua trung gian.

Hién nay, marketing truc tiép phat trién manh mé& ¢ hau hét cac quoc gia.
Céc cong ty 16n déu da chuan bi nhitng diéu kién can thiét cho marketing truc tiép
va tim cach tiép can véi khach hang bang nhiing phuong thic lién lac hiéu qua va
phong pht hon. Hiép hoi Marketing truc tiép Chau Au ciing cho biét con s ma
cac doanh nghiép noi day chi cho marketing truc tiép khong dudi $2 ty trong nim
1998 va tdc d6 tang cho hoat dong ndy ting khong dudi 10%/nam [12][14].
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Ngay nay, ngudi st dung marketing truc tiép da thay vai tro ngay cang 16n
ctiia marketing truc tiép trong hoat dong kinh doanh. Tai M, hon 12,4 ty ban sao
ctia hon 8500 catalog khac nhau duogc giri t6i khach hang mdi nim. Mot ho gia
dinh trung binh nhin dugc it nhat 50 catalog mdi nim. Marketing bang thu tric
tiép la mot hoat dong kinh doanh rat 1én c6 doanh sb dat t6i hang chyc ti USD.
Ngay tir ndm 1991, hon 45% nguoi M “da tung mua mot thir gi d6 qua thu truc
tiép”. Cling tai thi trudng ndy, internet da va dang trd thanh phuong tién quang céo
chiém wu thé hang dau. Cac doanh nghiép san long chi rat nhiéu tién cho quing
céo trén internet, thiét ké va nang cép website thay vi mot chuong trinh truyén
thong trén truyén hinh nhu trong nhiing thap ky truéc. Bén canh dé, viéc ra doi cta
TV thé hé méi cho phép khach hang chon loc kénh truyén hinh, bo qua quang co
dd 1am cho cac doanh nghiép to ra thd & véi quang cdo trén truyén hinh. Theo
Advertising Age, tap chi chuyén dé vé quang cao & My, chi tiéu cua cac hing cho

quang cao trén Internet trong nam 2006 1én tGi $15,6 ty[9].

Theo bao cdo mdi nhat cua Hiép hoi Marketing truc tiép, doanh thu tir tiép
thi truc tiép tai My trong nam 2008 van tang 6.2% voi nam 2007 va dat muac $7,8
ti, ngay ca khi nén kinh t¢ My gdp nhiéu kho khin véi cac thién tai nhu bio
Katrina, Rita... Trong khi d6, mirc ting doanh thu trung binh tir cdc hoat dong tiép
thi quang cdo no6i chung chi dat khoang 3,5% dén cubi nam 2008[27].

Bang 1.3. S lwong nguoi siv dung Internet ciia cac Chéu luc trén Thé gii

Chau luc Dén s6 (nguoi) SO ngudi sir Ty 1€ %
Chau Phi 955,206,348 4,514,400 51,065,630
Chdu A 3,776,181,949 | 114,304,000 578,538,257
Chau Au 800,401,065 105,096,093 384,633,765
Trung Dong 197,090,443 3,284,800 41,939,200
Bdc My 337,167,248 108,096,800 248,241,969
My Latinh 576,091,673 18,068,919 139,009,209
Chdu Uc 33,981,562 7,620,480 20,204,331
Toan thé gi6i 6,676,120,288 | 360,985,492 1,463,632,361

Nguén: Internet world statistics, Internet Viét Nam-VNNIC, thang 9/2006

Cac nganh dugc du doan sé€ tiép tuc chi nhiéu cho marketing tryc tiép van la
van tai, dich vu cong nghiép, truyén thong, dich vu khach hang, cac san pham cong
nghé, dich vu ngan hang, ban 1é... Cac hoat dong marketing truc tiép tiéu biéu

duoc st dung nhiéu theo thir ty 13: internet marketing, quang cdo va ban hang qua
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TV, truyén thanh, buu chinh marketing... Theo nhiing chuyén gia marketing truc
tiép, s& co nhiéu thay doi vé ngan sach cho marketing truc tiép trong nhimg nim

té1 do sy phat trién ngay cang manh mé cua internet va s6 nguoi st dung no.

Con & Uc, qubc gia phat trién véi tbe d6 tang truong kinh té 4% hang nim
thi chi phi cho marketing truc tiép lai ting truong 16%/nim trong vong 5 nim gan
day. Dich vu tur xa qua dién thoai hay internet cling tang 30% mdt nam. Nam 2000,
tong chi phi cho marketing truc tiép 1a 6,1 ty d6 la Uc. Hiép hoi Marketing tir xa
ciia Uc c6 t6i hon 400 thanh vién 1a cac cong ty. Uc 1a qudc gia c6 ty 1& nguoi s

dung internet rat cao[32].

Véi mot sé doanh nghiép, Uc duge xem 1a tiém nang hon thi trudng Trung
Quéc cho du dan sé ¢ Uc thap hon nhiéu lan so véi Trung Qudc. Vi hon 12 triéu
dia chi email da c6, thyc hi¢n giao dich va 10 tri¢u dia chi email dugc cung cép
nhd nhiitng 1an thu thap thong tin qua internet, cac doanh nghiép sir dung marketing
tryc tiép tin tudng vao kha nang thanh céng v6i hon 22 triéu dia chi email nay. Uc
cling chinh 13 qudc gia c6 danh sach céc dia chi email dai nhét sin 10ng két ndi véi
cac doanh nghiép. Marketing qua dién thoai & Uc ciing thu duoc nhiéu thanh cong.
Nam 1991 cac doanh nghiép da chi khoang 234 ti USD vao phi dién thoai dé hd
tro ti€u thu san phém va dich vu cua minh. Cho dén nam 2000, con s6 nay da lén
t5i 5.357 ty USD do s luong ngudi st dung dién thoai tang l1én, s6 lwong khach

hang can tu van va mua hang qua dién thoai cling tang nhanh[33].

1.4.2. Marketing truc tiép tai cdc quoc gia chiau A

Thé ky 21 duoc coi 1a thé ky ciia Chau A Thai Binh Duong vdi tc do phat
trién kinh té dat mac cao nhét thé gidi voi tbe do ting truong binh quin vao
khoang trén dudi 7%/mam. Nam 2000, thong ké cho thay, Chau A di dong gop
40% GNP cta ca thé gidi va noi day di va dang tré thanh trung tim cha ¥ cua cac
cong ty da qubc gia v6i kim ngach xuét nhap khau trong khu vuc di chiém ti 20%
kim ngach xuit nhap khau thé gi6i. Tai ddy, marketing truc tiép da va dang dugc
don nhan va ing dung rong rai. Diéu nay duogc thé hién 16 rét & An Do, Singapore,
Han Qubc hay Malaixia voi sy thay doi thuc su trong hanh vi va cach thirc kinh
doanh tai cac thanh phd 16n nhu Sydney hay Kuala Lumpur. T nim 1997,
marketing truc tiép di duoc cac doanh nghiép Han Qudc, Singapore, Malaixia hay
Thai Lan tng dung mot cach phé cap vdi cac cong cu nhu internet, thu dién tu,

dién thoai, thu truc tiép... Hi¢p hoi Marketing truc tiép cua My da toi trién khai
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mot hoi nghi vé marketing truc tiép tai Malaixia véi sy tham du cua hang tram
cong ty 16n nho tir 34 qudc gia Chau A quan tdm t6i marketing truc tiép - cong cu
marketing hiéu qua trong thoi dai cong ngh¢ thong tin nay. Cac doanh nghiép tham
gia hoi thao voi mong mudn chia sé thong tin va hoc hoi kinh nghiém tng dung
marketing truc tiép vao hoat dong kinh doanh. Chuong trinh d3 dién ra trong vao 9
ngay voi tong thoi lugng cho thao luan cia cac khach moi 1én t6i hon 40 gio da
chtng t6 mdi quan tdm ciia khach moi t6i du hoi nghi ddi véi marketing truc tiép
[38].

Marketing truc tiép ciing dugc coi 1a hoat dong twong d6i méi & thi truong
Han Qudc nhung ciing da c6 nhiéu danh gia cho thay, da c6 rat nhiéu doanh nghiép
Han Qudc git hai dugc thanh cong nhd marketing bang thu truc tiép va cac quing
c40 c6 yéu cau phan hoi trén cac phuong tién thong tin dai ching. Tinh dén 31
thang 12 ndm 2000, da c6 6.232 cong ty 4p dung marketing truc tiép & Han Quéc.
Nam 2000, doanh thu tir hoat dong marketing tryc tiép trén thi truong nay duoc
thong ké nhu sau: $673 triéu tir ban hang qua catalog, $1.122 triéu tir ban hang
qua TV, va $383 triéu tir ban hang qua internet. Tong cong doanh thu dat duogc tir

marketing truc tiép 1a $2.178 tridu[39].

C6 nhiéu 1y do dé marketing truc tiép da va dang duoc tng dung ngay mot
pho bién & chau A. Cac 1y do d6 di dugc trinh bay & phan Loi ich ciia marketing
tryc tiép. Cac chuyén gia marketing truc tiép cho biét, ty 18 khach hang phan tng
v6i cac thong diép marketing truc tiép & Chau A rat cao, dic biét 1a Indonesia, tiép
theo 1a Malaixia va Pai Loan. Thi truong Philippine cling tang truéng nhanh
nhung ting truong & ddy khong déu, chinh vi 1& d6, ing dung marketing truc tiép &

day khong pho bién bang cac qubc gia di ké trén.

Tuy nhién, van con nhiéu doanh nghiép do du trudc viéc tng dung
marketing truc tiép. Trén thuc té, ty 1€ tra 101 marketing truc tiép ¢ bai Loan ding
thir hai & Chau A, sau Malaixia. Nhung ty 18 thu quang cao/géi hang khuyén mai
dén duoc véi dia chi can tim ¢ Pai Loan khong cao néu doanh nghiép sir dung dia
chi duoc viét bang tiéng Anh. Pé thu/buu kién co thé dén duoc véi dia chi can
thiét, cac doanh nghiép can phai dé dia chi theo tiéng Trung Qudc - tiéng ban ngir
clia ngudi dan noi day. Twong ty nhu ¢ Pai Loan, thu tryc tiép cling khong c¢6 hiéu
qua & Hong Kong va Singapore boi d6 1a nhitng quéc gia co6 ngdn ngit sir dung
chinh 1a tiéng Trung Qudc, khong phai 14 cac ky tu Latin. Chinh vi vay, dé thu c6

dé dén véi ding dia chi, doanh nghiép phai lam thé nao dé dich dia chi (va tat
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nhién, ca thong diép) cua ting khach hang ra tiéng ban ngir. Rét it khach hang chiu

mo& mot 14 thu duoc gui t6i ho bang thir tiéng ma khong miy quen thudc.

Véi thi trudng Trung Qudc, cic chuyén gia cho ring, con qua sém dé co
mot két luan nao d6 vé kha nang thanh cong ciia marketing truc tiép néi chung tai
day. Buu dién ¢ ddy c6 thé cung cap mot danh sach ngudi nhan thu véi dia chi 1d
rang, chinh xac nhung lai qua dai. S& rat kho dé tim ra dugc nhitng khach hang
tiém ning trong mot danh sach qua dai nhu thé. Tuy nhién, cling khong phai dé
dang c6 dugc danh sach nay. Muén c6 duoc danh sach do, doanh nghiép phai c6

moi quan hé d6i tac than thiét véi Buu dién Trung Qudc.

O mot sd quéc gia c6 mot s6 dao luat diéu chinh hanh vi tao rao can cho cac
doanh nghiép sir dung mot cong cu nao dé ctia marketing truc tiép. O Malaixia, dé
6 thé c6 giri thu tir cac dia chi trong nude dén cho khach hang muc tiéu tai d6 véi
muc dich quang b4, doanh nghiép phai xin phép. Malaixia kiém soat thong tin
cling nhu trach nhiém cua cac doanh nghiép td1 khach hang cong nghié¢p va khach

hang ca nhan v&i nhitng cam két da thong bao cho khach hang.

Bang 1.4. Thong ké sé nguoi sit dung Internet ciia khu viee Pong Nam A

Tén quéc gia Din s6 S6 nguoi sir Ty 1€ Nguon sb liéu nguoi
( ngudi) dung o stt dung Internet

Myanmar 48800000 40000 0.08 ITU
Cambodia 14440000 70000 0.48 ITU
Lao 5860000 100000 1.70 ITU
Brunei 390000 159200 40.82 ITU
Singapore 4440000 2700000 60.81 ITU
Philippines 87960000 5300000 6.02 ITU
Indonesia 231630000 | 13000000 5.61 ITU
Thai Lan 63880000 13416000 21.00 ITU
Malaysia 26570000 15000000 56.45 ITU
Viét Nam 87380000 17872000 20.45 ITU
Khu vuc Asean | 571350000 | 67657200 11.84 ITU

Nguén: Trung tam Internet Viét Nam-VNNIC, thang 1/2009
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Malaysia 14 quéc gia 20 triéu dan trong d6 46% dan sb néi tiéng Anh. Trinh
d6 dan tri & qudc gia nay kha cao véi nén kinh té c6 kha niang canh tranh trén thé
gidi. Chi phi cho marketing truc tiép tai Malaysia dd ting truong véi téc do

20%/nam trong 5 nam qua ching t6 mic d thong dung cia hinh thire nay tai day.

Minh hoa 1.9. Marketing truec tiép tai Trung Qudc

Cong ty Protime Consulting

Justin Lu, Giam ddc cia Cong ty Protime Consulting dd nhanh chong thanh
cong trong su nghiép ctia minh bang viéc s¢ hiru hang loat ddi tac, khach hang
tén tudi. Cong ty ctia Lu du ludn dat doanh s6 hon $1triéu/nam véi quy mod
ngdy cang 16n nhung 6ng lai chi ¢ 30 nhan vién. Tai sao Lu 1am dugc diéu
nay? Du & Trung Qudc nhung Lu van c6 thé tiép thi va bat tay véi cac khach
hang thudc loai "dai gia" trén thé giéi nhu Sony, Estée Lauder, Hyatt...

Phuong thirc ciia Lu don gian: Marketing truc tiép qua internet. Lu bat tay
v6i Salesforce.com, cong ty chuyén cung cip céac dich vu truc tuyén, thong qua
hé thong phat thu dién tir ciia Saleforce.com tiép thi rong khap dén khach hang.
Ngoai ra, Lu con st dung hé théng quan 1y quan hé ddi tac, khach hang dé ting
cudng sy tuong tac thong tin giita hai bén trong thoi gian ngan nhat ma dat hiéu
qua cao nhat. Lu khing dinh, v6i nhitng Gng dung ndy, Protime cét giam chi phi
dén muc thap nhat va quan trong hon, chinh né di giGp cong ty ting truong
doanh sb dang ké.

Cong ty Alibaba

Thoi gian ddu, Alibaba chi 1a cong ty internet cua Trung Qudc, khong lau
sau d6, Alibaba di phat trién nhanh chong chudi thwong mai dién tir ciia minh
trén toan thé gidi, két ndi hang nghin cong ty nho, gitp ho ban dugc hang cho
cac tap doan 16n. Chuc ning cua Alibaba 1a gui nhitng don chao ban san pham
ctia minh, tim kiém khéch hang trén internet, d6ng vai tro "ong chii mang" cho
gan 12.000 dia chi web cong ty véi gan 20.000 loai hang hod khac nhau. Mot
khi 1a nha "moi gidi lao luyén", Alibaba da chimg minh ho trng dung céc cong
cu marketing truc tiép mot cach hiéu qua nhat. Vi cach thirc internet marketing
tién dung, Alibaba cho phép khach mua c6 thé tim thiy thong tin diy du va chi
tiét vé khach hang thong qua newsletter, thu dién tir, quang cdo truc tuyén dugc
thiét ké chuyén nghiép. Do vay, Alibaba thanh cong va chinh su thanh cong d6

1am cho ngay cang nhiéu cong ty trén thé gidi dat quang cdo truc tuyén trén

trang web nay.

Nguon: Ludn vé marketing triec tuyén, tap chi Marketing s6 36/2007
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Tai An D9, marketing truc tiép da va dang dugc dwa vao ung dung & rat
nhiéu doanh nghiép. Tuy nhién, chua c6 nhiéu doanh nghiép cam thay loi ich to
16n tir nhitng hoat dong nay, bai hau hét cho rang, véi trinh do phat trién kinh té

nhu An Do ngay nay, cac hinh thirc marketing truyén théng van hiéu qua hon.

Minh hoa 1.10. Mudi nguyén nhin han ché internet marketing[30][41]

Mot cong trinh diéu tra thi truong do E-CommerceNet.com tién hanh trén
co s& 1000 phiéu diéu tra, trong d6 80% tir chau A da rat ra 10 yéu t6 co ban
han ché doanh nghiép va nguoi tiéu dung tham gia thuong mai dién tir 1a:

-Vén d& an ninh va mé hoa;

-DJ tin cay thép va rui ro 16n trong giao dich thuong mai dién tir;

-Thiéu doi ngii can bd c6 trinh d6 kinh doanh va tin hoc can thiét;

-Thiéu mé hinh kinh QOanh thuong mai dién tir phtt hop cho timg qubc gia
c6 muc do phat trién mang internet;

-Trd ngai vin hoa trong phat trién thuong mai dién tu;

-Péi tugng tham gia thuong mai dién tir gidi han trong nhom ngudi thude
tang 16p tri thirc va thu nhap cao;

-Thuong mai dién tir d0i hoi nhitng thay d6i cin ban trong co cau to chirc va
quan ly cia doanh nghiép;

-Rui ro xut phat tir gian 1an thwong mai, nguy co hang gia rat cao trong
thuong mai dién tir;

-Tbc d6 két ndi mang internet & cadc nudc dang phat trién, dic biét 1a & Viét
Nam rat cham;

-Céc van dé luat phap.

Marketing tryc tiép rat pho bién & Thai Lan va duoc du béo 13 s& bung nd
trong vai ndm téi. Tir cude khing hoang gitra nim 1997 nhiéu ngudi mat viéc 1am
va da gia nhap vao doi ngil marketing truc tiép. Marketing truc tiép thuong dugc
sit dung trong cac nganh kinh doanh my pham, san pham chiam séc sirc khoé, hang
ti€u dung gia dung, dd dién ttr va kinh doanh dich vu nhu bao hiém y té, nhan tho.
Hau hét cac ctra hang tong hop 16n ¢ Thai Lan déu s dung marketing tryc tiép
thong qua buu dién voi thé giam gia. Viéc ban truc tiép hang tiéu dung gia dung va
d6 dién tir da trd nén quen thudc voi néng dan Thai Lan. Marketing truc tiép

khong bi gi6i han boi bat ctr didu luat nao ngoai Luat Thuong mai théng thuong.

Trudc kia, Thai Lan d3 timg 1a qudc gia ding tht hai & Chau A vé ty 18 tra
10 thu truc tiép nhung gan day, ty 18 ndy di giam xubng dang ké. Cho dén nim
2006, nhim cung cb va gay hi€u img manh cho viéc st dung marketing truc tiép,

Hiép hoi Marketing truc tiép tai Chau A di t6 chirc mot cudc Hoi thao vang véi
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chu & Marketing truc tiép — Twong lai ciia Marketing kéo dai hai ngay véi su
tham dy cta hang trim doanh nghiép 16n trong khu vuc. Hgi thao da khang dinh,
marketing triec tiép la xu hudng phdt trién tat yéu cia marketing trong thoi dai
dién tir va cong nghé théng tin phdt trién nhw ngdy nay. Nhiéu ¥ kién cho thiy, xu
huéng tng dung marketing truc tiép tai cic doanh nghiép kinh doanh trén thi
truong chau A ngay cang tang 1én. Chi phi cho viéc xay dung co s& dit liéu va thuc
hién cac chuong trinh ban hang truc tiép qua mang hoic qua truyén hinh ngay cang
tang 1én. Cac tong dai dién thoai nong ciing dugc cac doanh nghiép dau tu nham

dap mg nhanh nhay nhu cau khach hang.
Két luan chuwong

Trong qué trinh xay dung va phét trién thuong hiéu, bén canh nhiing hinh
thire truyén thong marketing truyén thong thi marketing truc tiép da va dang phat
huy vai trd quan trong va 1a mot hinh thic truyén thong tiét kiém ma hiéu qua
trong xay dung nhan thirc ctia ngudi tiéu dung dbi voi mot thuong hiéu. Ngudi lam
marketing c6 thé st dung cic nhitng Gmg dung ctia marketing truc tiép nhu buu
chinh, TV, bao, tap chi, website, email... dé tiép can truc tiép va tang cuong mbi

quan hé véi khach hang va tao nhiing an twong tot cho thuong hiéu.

Marketing truc tiép khuyén khich nguoi tiéu dung tham gia tich cuc vao
phat trién thuong hiéu, doc thong tin vé san pham, hudng dan cu thé cach st dung.
Hiéu qua phét trién thuong hiéu cua nhimng tap doan 1én nhu Fedex, Charles
Schwab, The New York Times, Nike, Levi Strauss, Harley Davidson da ching
minh vai trd ctia marketing truc tiép trong thé ky 21, thé ky cta cong nghé thong
tin va thuong mai dién tr. Nhiéu doanh nghiép cho rang marketing truc tiép sé la
cong cu co ban nhit trong truyén thong marketing dé ho tiép can véi khach hang
mot cach hi€u qud, dic bi¢t 1a internet marketing. Internet tiét kiém tdi thiéu chi
phi va dem lai hiéu qua 16n hon nhiéu so véi phuong phéap giri quang céo bang thu
truyén théng: khong tem, khong phong bi, khong ton gidy va cac chi phi khac.
Trén co so dit liéu vé ngudi tiéu dung, ngudi 1am marketing c6 thé giri hang triéu
email béng mot 1an nhan chudt, hodc ¢ thé sir dung chuong trinh ty dong gui
email cho ting nhom khéch hang hoac tirng khach hang nhiing ndi dung phu hop

v6i dac diém tung nhém.

Tuy nhién, marketing truc tiép ciing c6 nhitng nhugc diém nhu kha ning

tmg dung no6 khong hoan toan phu thudc vao nd luc cua doanh nghiép ma con phu
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thudc vao su phat trién kinh té xa hoi & khu vuc thi truong ma doanh nghiép mudn
hudng t6i, ciia nhitng diéu kién chinh trj luat phap va cia ca hanh vi mua sam cia
khach hang muc ti€u. Bén canh d6, mgt vai cong cu cuia marketing tryc tiép chi co
thé duoc sir dung khi doanh nghiép c6 dugc co s& dir li€u khach hang cap nhét va

day du.

TAt nhién, mdi cong cu marketing truc tiép c6 nhitng uvu va nhuoc diém
riéng va ciing c6 diéu kién ap dung nhat dinh. Tuy nhién, phai khang dinh rang,
marketing truc tiép di va dang duoc dp dung rong rii trén thé gidi va dem lai nhiéu
loi ich cho nguoi sir dung chung. Tuy nhién, tai Viét Nam viéc irng dung hinh thirc
nay ra sao? Nhan thtic cia cac doanh nghiép Viét Nam vé hinh thirc nay nhu thé
nao? Ho da tan dung duoc loi thé cua marketing tryuc tiép vao kinh doanh trong
diéu kién mai trudng kinh doanh dang thay ddi dé xdy dung loi thé canh tranh va
dap mg nhu cau khach hang nhu thé nao? Kha ning chap nhan cta khach hang
Viét Nam voi cac cong cu marketing truc tiép ¢ mirc 46 nao? ludn 13 nhitng ciu
hoi ma cac doanh nghiép dat ra khi tng dung marketing truc tiép. Chuong tiép

theo sau day xin tra 1oi mot cach khat quat nhat nhitng cau hoi ké trén.
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CHUONG 2. THUC TRANG UNG DUNG
MARKETING TRU'C TIEP TAI VIET NAM

Cung v61 sy phat trién cua kinh té, xa hoi Viét Nam cling dan thay doi,
nhiing thay ddi trong van hoa, cach thirc, 16i sdng va hanh vi tiéu ding. Dic biét
khi dién thoai, truyén hinh, béo chi va internet trd thanh cac nganh cong nghiép co
kha nang tac dong 16n t6i doi sdng kinh té xa hoi Viét Nam. Cac cong cu d6 di va
dang duoc cac doanh nghiép Viét Nam sir dung trong truyén théng nham tac dong
t5i khach hang va thiét 1ap mdi quan hé véi ho. Tuy nhién, nhu da trinh bay, mirc
d6 ap dung cac cong cu d6 tai cac doanh nghiép rat khac nhau va hiéu qua cua
chung ciing khong gidng nhau. N6 phu thudc khong nho vao diéu kién kinh doanh

cua céac doanh nghiép.

2.1.  Nhirng yéu t6 mdi trwong co ban anh huong toi hoat dong
marketing true tiép tai Viét Nam
2.1.1. Diéu kién kinh té

Sau 20 nam d6i méi, nén kinh té Viét Nam da c6 mot b mdt méi véi toc do
tang truong ludn dat & mirc cao va bén viing. Thuong mai dich vu ting 5 lan trong
10 nam qua, trong d6 xuat khau hang hoa va dich vu da tang trén 20%/nam. Céac
doanh nghiép di c6 quan hé thuong mai v6i hon 180 nuée va vung lanh thd. Trong
5 nam trd lai day, toc d6 ting truong GDP binh quéin dat 7,5%, dwa muc thu nhap
binh quan dau ngudi tir gan $400 nam 2000 1én téi $640 nam 2005 va dy kién dat
$750 ndm 2007... Cac chuyén gia nudc ngoai con khang dinh thanh cong trong
sudt thé ky 20 bién Viét Nam tré thanh nén kinh té ning dong nhat nhi khu vuec.
Hau hét cac nha dau tu nudc ngoai, tw nhan va cac nha dau tu gian tiép déu nhin

thay co hoi & thi truong co toc do ting trudng kinh té cao va on dinh nay[4].

C6 thé khang dinh rang, sy phat trién kinh té ciia Viét Nam trong nhiing
niam qua 1a twong di bén ving va theo xu huéng chung cia thé gidi. Trong co cau
GDP theo thanh phén va khu vuc kinh té, ty trong khu vuc kinh té nha nuéc, tap
thé va c4 thé giam dan, khu vuc kinh té tu nhan va kinh té c6 von dau tu tryc tiép
nude ngoai ting dan theo thoi gian. FDI vao Viét Nam da dong gop cho nén kinh
té rat 16n. Hién c6 trén 8.590 du an ciia 81 nudc va ving lanh thé dang hoat dong
c6 tong von dau tu trén $83,1 ti, trong d6 von thuc hién dat $29,2 ty. Vén FDI
chiém ty trong 18% tong von dau tu xa hoi, dong gop 16,2% GDP, chiém 19,78%

kim ngach xuat khau (chua ké dau tho) va 37% gia tri san xuat cong nghiép cua ca
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nudc. Trong nam 2007, Viét Nam c6 hon 1.400 dy an dau tu nude ngoai moi dugc
cap gidy ching nhan dau tu v6i tong von dau tu ding ky dat gan $18 ty. Pong thoi
c6 khoang 380 luot dy an dau tu dang hoat dong ding ky ting von, v6i tong von
ting thém dat $2,4 ty. Tinh chung, thu hut FDI dat $20,3 ty, ting gan 70% so voi
nam 2006, gan bang tong mirc dau tu nudc ngoai ciia 5 nam 2001-2005 va chiém
t61 gan 20% tong von dau tu nudc ngoai trong 20 nim qua [15]. Cac yéu tb truc
tiép tac dong dén xu huéng dé 1a Luat Doanh nghiép, Luat Pau tu nudc ngoai,

Luat Hop tac x4... trong d6 manh nhat 13 Luat Doanh nghiép.

Co céu kinh té qudc dan theo ving ciing budc dau c6 bude chuyén dich tich
cuc. Su hinh thanh va phat trién cia cac vung kinh té trong diém & ca 3 mién Bic,
Trung, Nam voi pham vi ngdy cang mé rong, nganh nghé da dang, thu hut nhiéu
du 4n dau tu trong va ngoai nudc... da trd thanh dong luc thic day nén kinh té ca

nude theo hudng chuyén mon hoa, hop tac va lién két kinh té.

Do kinh té ting truong kha nén tinh hinh tai chinh qudc gia on dinh, thu chi
ngan sach dam bao can dbi. Boi chi ngan sach hang nim déu dat mic Qudc hoi
cho phép va chil yéu duoc bu dip bang vay trong nude. Ty 1é ng nudc ngoai giam
dan. Thu nhap va doi séng cac tang 16p dan cu duoc cai thién dang ké. Theo sb
liéu diéu tra mic song dan cu cua Tong cuc Thong ké, thu nhap binh quan mot
nguoi/thang ndm trong nam 2003-2004 14 484.000 dong, ting 36% so véi nim
2001-2002. Téc do tang thu nhap binh quan 1 nam thoi ky 2005-2007 1a 8,6% so
v6oi nam 2003-2004 1a 16,6%, cao hon muc 6% thoi ky 1999-2001 va muc 8,8%
thoi ky 1996-1999. Bo mait dat nudc doi moi theo hudng van minh, hién dai. Xa
hoi 6n dinh, co so ha tﬁng thanh thi, nong thon dugc xay dung mdi va nang cép
[26] [30][34][42].

Hai nam 2006/2007, kinh té Viét Nam van duy tri dugc téc d6 ting truong
kha cao. Hau hét cac chi tiéu kinh té chu yéu do Qudc hoi dé ra déu dat va vuot ké
hoach. Viéc Viét Nam gia nhap td chirc thuong mai thé gio1 va Quéc hoi Hoa Ky
thong qua Quy ché Thuong mai binh thudng vinh vién (PNTR) véi Viét Nam da
va dang c6 nhiing tac dong tich cuc téi sy phat trién kinh té trong nudc va hoat
dong thuong mai xuat khau néi chung. Thi trudng trong nudc van duy tri toc do
tang trudong 6n dinh. Tong mirc luu chuyén hang hoa ban 1¢ toan xa hoi nim 2006
tang 21,4% va udc tang 25% trong nam 2007[26][43].
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Niam 2008, kinh t& Viét Nam nam 2008 chiu sy anh hudng khong nhé cua
khung hoang kinh té toan cau. Tong san phim trong nudc nim 2008 theo gia so
sanh 1994 udc tinh tdng 6,23% so vo1 ndm 2007, trong d6 khu vyc ndng, 1am
nghi¢p va thuy san tang 3,79%; khu vuc cong nghiép va xay dung tang 6,33%; khu
vuc dich vu tang 7,2%. Trong 6,23% tang truong chung cua nén kinh té, khu vuc
nong, 1am nghiép va thuy san dong gép 0,68%; cong nghi¢p, xay dung dong gop
2,65% va dich vu dong gop 2,9%. Toc do tang tong san pham trong nudc nim nay
tuy thap hon toc do ting 8,48% cua nam 2007 va muyc tiéu ké hoach diéu chinh 13
tang 7,0%, nhung trong béi canh tai chinh thé gidi khiing hoang, kinh té ctia nhiéu
nudc suy giam ma nén kinh té nude ta van dat téc do ting tuong ddi cao nhu trén
12 mot c¢b gang rat 16n [16]. Va c6 mot nganh kinh té dudng nhu dung biét 1ap khoi
nhing kho khin cua nén kinh té&: nganh thong tin di dong. D6 chinh 1a mot trong

nhiing diéu kién phat trién ctia marketing truc tiép.

2.1.2. Diéu kién chinh tri - xi hi

Co thé khéng dinh, mot nén chinh tri 6n dinh 14 nhan t6 quyét dinh cho su
tang truong bén viing cua nén kinh té cia mot qudc gia. Chinh tri 6n dinh di va
dang tao wu thé cho Viét Nam phat trién kinh té, thu hut vén dau tu nudc ngoai va
nang tam trén dién dan quéc té. Mot nén chinh trj 6n dinh d3 va dang tao diéu kién
hoan thién hé théng phap luat, diéu chinh hanh vi va thoi quen cua nhan dan va hé
thong cac doanh nghiép trong hoat dong kinh doanh. V&i mot méi truong chinh tri
6n dinh, Viét Nam d3 va dang hira hen moi trudng canh tranh lanh manh cung voi
tdc do ting truong kinh té bén vitng, khuyén khich xi hoi phat trién bén vimg, 6n
dinh va tién tién. Bén canh dé cac van dé phuc loi xa hoi, cham soc y té, phat trién
gido duc va ning cao dan tri di gop phan ning cao va dinh huéng nhu ciu nguoi

dan dén nhirng thang bac cao hon, khong chi dimg lai & nhu cau co ban.

2.1.3. Moi trwong cong nghé

Nganh cong nghé thong tin & Viét Nam con non tré nhung da dat dugc
nhitng thanh tyu rat dang khich I¢. S6 liéu ctia Vién Chién luoc Buu chinh Vién
thong va Cong nghé Thong tin cho thay tir nim 2002 dén 2007, toc do tang trudng
hang nim cia nganh cong nghé thong tin & Viét Nam dat 28,6%. Viét Nam da co
ban xay dyng duoc mot mang ludi co s ha tang day da va hién dai, khong ngimg
m¢ rong pham vi hoat dong ra toan quéc. Mot hé théng may tinh da nadng, ndi
mang toan cau d3 di vao hoat dong tao thuan loi cho vi¢e luu trir va xr 1i thong tin

mot cach nhanh chéng va chuan xac. Cac phuong tién thong tin dai ching c6 pham
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vi bao phu trén toan qudc, truyén thanh, truyén hinh phat song lién tuc 24/24 gio...

hd tro cho qua trinh thu thap, nhan va chuyén thong tin phan hi dién ra suédn sé.

Tuy nhién h¢ théng may moc thiét bi va trinh do ctia Viét Nam con kém cap
nhat hon so vd&i cadc nudc phat trién, cung v6i do 1a cude phi dién thoai, Internet
con twong d6i cao so voi thu nhap cua da sé ngudi dan, truyén hinh cap con chua
duoc da sb cac ho gia dinh chip nhan. Nhimg thyuc té d6 cho thdy nganh cong nghé
thong tin & Viét Nam con rat nhiéu viéc phai lam trong qua trinh vuon 1én hoi nhap

vao nén kinh té khu vuc va toan cau.

D6 chinh 13 nhitng diéu kién quan trong anh hudng téi hanh vi mua hang va
thoi quen tiéu ding cua nguoi Viét Nam va do dé, n6 ciing anh hudng truc tiép toi

viéc cac doanh nghiép s& st dung marketing truc tiép nhu thé nao.

2.1.4. Hanh viva thoi quen mua hang cua ngwoi Viét Nam

Mot trong nhimng tu tudng co ban nhét cua marketing 1a dap tng nhu cau va
wdc mudn cua khach hang. Mot doanh nghiép chi ¢ thé c6 duoc khach hang trong
dai han néu nhu doanh nghiép éy nhan thuc dugc dung nhirng nhu ciu va mong
muén caa khach hang va tim ra dugc cach thic hiéu qua hon céc ddi thu canh

tranh nham dép tng tot nhat nhu cau va mong mudn ay.

Marketing truc tiép ciing khai thac nguyén 1y nay nhiam tao cho doanh
nghi¢p nhitng loi thé canh tranh khac biét. Tuy nhién, mot ) nguoi cho rﬁng,
marketing truc tiép c6 nén ap dung & Viét Nam hay khong van 13 van dé can ban
cdi vi nhiéu 1y do. Vi du nhu, trinh d§ dan tri cua Viét Nam con chua du cao dé co
thé chap nhéan cac hinh thirc marketing hién dai. Bén canh d6, thoi quen cia ngudi
Viét Nam néi chung 14 luén muén kiém tra san pham trude khi ra quyét dinh mua
va d6 chinh 13 nguyén nhan cbt 15i nhat khong nén ap dung marketing truc tiép &
Viét Nam. Nhan dinh dé c6 that sy chinh xac hay khong? Nguoi Viét Nam nodi
chung c6 chip nhan hinh thitrc marketing truc tiép hay khong? Néu co, cac doanh
nghiép kinh doanh nén 4p dung hinh thirc ndy cho nhitng mat hang nao? 1a nhirng
cau hoi ma NCS dat ra khi thuc hién cudc nghién cuu “Muc do chép nhan

marketing tryc tiép ctia nguoi tiéu diung Viét Nam”.

NCS d3 thyc hién mét cudc nghién ctru nhod véi quy md mau 1a 572 nguoi
tiéu ding (261 nam va 311 nit, da dang vé tudi tac, nghé nghiép) dén tir

nhiéu tinh thanh trong ca nuéc. Xem cu thé trong phu luc 3.
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2.14.1.  Noi mua hang quen thugc

Nguoi Viét Nam néi chung thuong mua hang ti€u dung hang ngay, tai cac
ctra hang gan nha va cho boi thoi quen mua hang 14 phai nhin thdy tin mat moén
hang, ban luan, hoi han ¥ kién cta nhiéu ngudi trude khi quyét dinh mua. Véi hau
hét cac loai san pham tiéu dung hang ngay, cho va ctra hang ban 1é gan nha luén 13
nhitng noi ma nguoi tiéu dung Viét Nam nghi t6i dau tién khi c6 nhu cau. Tuy
nhién, thoi dai cong nghiép hoa cung véi xu hudng phu nit di lam da va dang lam
thay d6i cin ban noi mua hang quen thudc ctia ngudi tiéu ding Viét Nam. Biéu do

2.1 sau ddy thé hién noi mua hang quen thudc cho mét sé san pham co ban.

Véi cac san pham khac nhau, dia diém mua cua khach hang ciing rat khac
nhau. Phan 16n khach hang ngudi Viét Nam mua thuc phém 0 cho hodc cac cura
hang, sap ban 1¢ gan nha, tham chi trén duong di; diéu nay dic biét ding v6i khach
hang song & cac khu vuc ndng thon hoic noi d6 thi chua phat trién. Tuy nhién, do
su phat trién cta hé théng si€u thi va cura hang tu chon, da c6 mot s6 khach hang,
dic biét 1a nhitng khach hang séng & thanh thi, nhitng nguoi di 1am & cac doanh
nghiép c¢6 von dau tu nudc ngoai di va dang thay ddi thoi quen mua hang cua
minh. Theo nghién cru, mot s6 khach hang da mua thyuc phém O siéu thi hoac cac
ctra hang tu chon véi quy moé don hang twong d6i 16n nham phuc vu cho nhu cau
clia gia dinh trong ca tuan. Cac san pham thudng duge nhitng khach hang nay mua
nhu xuc xich, thit hun khoéi hodc cac san phém thure phélm dong lanh co thé du trir.
Ciing c6 mot sd khach hang mua thyc pham ngay tai nha nhung 13 mua cta nhiing

ngudi ban quen thudc thudng di qua trude cira nha.

—&— Thyc phim —8— Trang phuc Hoa my phdm Vin phong pham —¥— Hang lau bén
400

300 —_—
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0 T T T T
Cho Daily Cira hang gan nha Siéu thi Tainha

H

Biéu d6 2.1. Noi mua hang quen thudc nhit ciia khach hang

Nguén: Dir liéu diéu tra ciia NCS, 2005-2006
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Khong giéng thuc pham, van phong pham 1a thir ma khach hang Viét Nam
thudng mua & cira hang gan nha nhit (theo nghién ctru ciia NCS, ty 18 khach hang
mua tai ctra hang gan nha chiém 55,95% quy md mAau). Phan con lai 13 nhiing
khach hang mua & cac dai 1y, ctra hang chuyén doanh vin phong pham (chiém
32,3%) hodc céc siéu thi (11,7%). Khong mot khach hang nao trong mau nghién

ctru cia NCS mua vin phong pham & cho hay tai nha.

Trang phuc thuong dugce ngudi ti€u dung mua ¢ cac ctra hang chuyén doanh
la chu yéu, dac biét 1a khach hang ¢ thanh thi. Cling c6 mot ) nguodi mua & cac
ctra hang gan nha hodc mua tai cho nhung ty 1& nay khong 1én. Ciing c6 mot sb
khéch hang mua trang phuc ¢ cac noi khidc nhu mua tr nuéc ngoai hodc dat may
do cho riéng minh. Nhiing ngudi mua quan 4o tr nudc ngoai thudng 1a nguoi cd
thu nhép cao hodc nhitng ngudi thuong di nudc ngoai nhung ty 16 rat nho, chiém
chua ddy 1% mau nghién ciru. Nhitng khach hang ¢ nong thon chi yéu mua trang
phuc & cho, va gid 13 yéu t6 ho rat quan tim. Nhitng khach hang c6 thu nhap cao ¢
cac khu vyc nong thon hodc ban thanh thi lai thuong té1 cac clra hang may do va
mua giay dép ¢ cac ctra hang chuyén doanh. Nhu viy, ctra hang chuyén doanh la
dia diém ma khach hang thuong hudng td1 khi mua trang phuc, dac biét 1a trong
qua trinh cong nghiép hoa lam cho thoi gian chd mua sam cta khach hang ngay

cang han hep dong thoi nhu cau 1am dep ctia khach hang ngay cang tang 1én.

Véi hang 1au bén, dai 1y hién van 1a noi ma khach hang lui t6i nhiéu nhat
khi mua, tiép dén 1a cac trung tam dién may, cic siéu thi va xu huéng mua hang ¢
cac dia diém nhu thé dang ting 1én cing voi xu huéng phat trién hé théng kénh
phan phéi hang dién may va hang lau bén nay. C6 rat it ngudi toi chg dé mua hang
lau bén, diéu nay thé hién sy thay d6i trong hanh vi mua hang. Nguoi tiéu dung
hang 1au bén da khong con tin vao cic cira hang ban nho 1¢ ma thay vao d6, nhitng
noi ban hang cho phép ho lua chon giita nhidu san pham hon véi gia ca duge niém

yét da va dang 1a diém dén ma khach hang Viét Nam huéng t6i.

Tuong tu, khi mua hoa my pham, nguoi tiéu dung Viét Nam ciing tin tuéng
& cac dai Iy hon ca. Ho cho riang, dai Iy 1a noi ban san pham chat luong, gia ca
tuong ddi dam bao. Hon nita, tai cac dai 1y, ho co thé lua chon gitra nhiéu san
phém khac nhau moét cach tuong dbi tu do, nhu siéu thi. Va tit nhién, siéu thi cling
1a dia chi tin cdy cua nguoi tiéu ding khi mua my pham. Ty 1& nhitng ngudi mua
héa m§ pham & cira hang gan nha khong nhiéu va s6 ngudi mua ngay tai nha dudi

su cheéo kéo cua nhan vién tiép thi cling khong 16n. Phan 16n ngudi mua tai nha
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hodc dudi sy chao ban ctia ngudi ban hang thi déu c¢6 mbdi quan hé nao dé6 voi
nguoi ban. Tuy nhién, mot xu hudng 14 hién nay, mot sé ngudi ban hang my pham
vO1 mac “xach tay” da va dang dugc nguoi mua lya chon, ddc bi¢t 1a nhirng khach
hang c6 thu nhdp cao dang tim kiém my pham c6 chat luong va khong quan tim
nhiéu t&i gid. Thém nita, nghién ctru con cho thiy, c6 khong it khach hang tré tudi
cho biét, ho di va dang tim mua my phim trén internet qua cac websites nhu
webtretho, ttvnol hay chametainang... Piéu d6 cho thdy mot xu hudng thay do6i

trong hanh vi mua hang, dac biét 1a hanh vi mua cua nhirng khach hang thanh thi.

N6i tom lai, chg van 1 kénh phan phdi thuc pham quan trong nhét hién nay,
v6i 87,6% ngudi tiéu ding di chg mua thuc pham. Nhiéu nguoi cho rang thuc
pham & cho tuoi va ngon hon & siéu thi. Nhung khi méi trudng bién do6i, nhiing
yéu t6 khong luong trude nhu dich bénh, cam gia cim, thuc phdm khong dam bao
chat luong... da tac dong dén tam 1y khach hang, thic day ho t6i siéu thi dé mua
hang, ké ca thyc pham vi cho rang ngudn cung cip ¢ day duoc kiém dich va déng
tin cdy. Tuy khong duoc wa chudng bang cho trong cung tmg thuc pham, siéu thi
lai c6 thé manh & cung tng cac loai nhu yéu pham, cic san pham thiét yéu hang
ngay. Phan 16n nguoi tiéu dung chon si€u thi vi tién loi, sach s€, mat mé, mua
duoc nhiéu hang hoa, khong phai tra gid va khong chi 1a chd di mua hang ma con
1a dia diém giai tri cho ca gia dinh. Tuy nhién khi dénh gia chung, siéu thi van c6
muc do ua thich cao hon so véi chg., dic biét ddi véi nguoi ti€u dung tré, cé trinh
do va thu nhép cao. Cac ctra hang chuyén dung, showroom lai c6 thé manh trong
cung ung cac san pham dic thu doi hoi tu van k¥ thuat va dich vu tét nhu trang
thiét bi ndi thit, san phém dién may, thiét bi tin hoc, va cac loai xe may, xe hoi.
Nguoi tiéu dung thuong di cho hang ngdy, di siéu thi tir 1-3 1an/tudn va chi dén cac

trung tAm thuong mai 16n khoang 1 1an/ tuan hay 1-2 1an/ thang.

Xu huéng hién nay, hau hét cic loai hang dugc khach hang mua & céc dai ly
va si€u thi, ngoai trur thuc phém chu yéu van dugc khach hang mua & cho. Céc loai
trang phuc gidy dép, héa my pham va hang tiéu dung 1au bén chi yéu dugc mua &
dai ly. Cung véi dai 1y, siéu thi dd va dang dan tré nén quen thudc voi khach hang
Vi¢t Nam. Gia dinh véi 2 nguoi di lam da khong con di chg hang ngay nira ma ho

c6 thé mua thirc dn cho cd tuan nham tiét kiém thoi gian.

Mot xu thé 1a khach hang cang tré tu6i va khach hang cang séng & cac khu
vuc ¢6 mirc do d6 thi héa cao thi cang wa chudng cac hinh thirc phan phéi méi nhu

siéu thi, trung tdm thwong mai. Thém nita, nhitng khach hang thiéu thoi gian va
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thira trinh do cong nghé ciing nhu niém tin vao sy phat trién ciia cong nghé thi
internet hay dién thoai 1a nhitng “phuong tién” giup ho mua hang hiéu qua nhat.
Tuy nhién, khong phai khach hang ndo cling san 10ng mua hang qua TV, dién thoai
va internet. Khach hang ciing s& chon lya loai san pham va d6i tuong ban hang dé

mua qua internet, TV hodac dién thoai.

N6i tom lai, théi quen mua hang cta ngudi Viét Nam d3 va dang thay doi
theo xu hudng chung cuia thé giéi cho du phan phdi qua cho va cira hang ban 1¢

gan nha van dang chiém mot ty trong khong nho trong tong dung luong hang hoéa.
2.1.4.2.  Ngudn cung cip thong tin vé sin pham

Nguoi tiéu dung ndi chung va ngudi Viét Nam noi riéng thuong khong
ngay lap tirc mua san pham khi c¢6 nhu ciu va ciing khong ngay lap tirc mua mot
san pham nao d6 khi méi nhin/nghe thay 1an dau tién. Ho ludn tham khao ¥ kién
ctia nhiéu nguoi (nhitng nguoi thuéc nhom tham khao) dé c6 duoc cai nhin bao
quat nhét vé san phidm va c6 1y do mua/tlr chéi mua san pham “cé 1y nhat. Viéc
tham khao ¥ kién d6 chinh 13 qua trinh ho thu thap thong tin dé ra quyét dinh mua
nhiam thoa min nhu ciu t6i wu. Nhitng san phim c6 gia tri cang cao, co hoi st
dung noi dong ngudi cang 16n thi ¥ kién cta ngudi khac cang co gia tri tham khao
cao. Cac khach hang khac nhau, khi mua cac san pham khac nhau s& thu thap
thong tin tlr cic ngudn khac nhau va muc do anh huéng cua cac ngudn tin do t6i
cac khach hang ciing khac nhau. Véi ngudi Viét Nam, viéc tham khao ¥ kién nay

cang c6 gia tri, dac bi¢t voi nhiing nguoi c6 xu hudng hoa nhdp cdng dong cao.

B Mtrc d0 anh hudng =&— Ty I¢ tham khao (%)
3(5)8 | 3.88 391 gz 60-00
. N 3.58
3.39 -

3.50 | 50.00;
3.00 - + 40.00
2.50 -

200 30.00
1.50 - + 20.00
1.00 -

0.50 - 10.00
0.00 - T T T - 0.00
Toroi, Pano, Quang Nhan Internet Quang Nguoi Bao bi, Ban be,
thu,  apphic cdo in 4n vién tiép caotrén bantai nhan  nguoi
catalog thi TV, cuahang hi¢u than

radio

Biéu d6 2.2. Nguon tin tham khio va mic d§ anh huéng

Nguon: Dir liéu diéu tra cia NCS, 2005-2006
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Biéu d6 trén day thé hién hai két qua. Puong gip khic thé hién ty 1¢
nhimg nguoi tham khao y kién cta ngudn tin twong tng & truc hoanh (ty
1¢ phan trdm thé hién ¢ tryc tung thr hai, bén phai cta biéu dd). Biéu d6
dang cot thé hién marc do tin cay ung voi mdi nguén tin d6. Muc do tin
ciy duoc danh gia ting dan tir 1 t6i 5 thé hién & tryc tung bén trai. Gia tri
tin cdy cang cao thi ngudn tin d6 cang dang tin cdy trong danh gia cua
khach hang.

Cac nguodn dugc nhiéu ngudi tham khao 1a ban bé, nguoi than; 12 nguoi ban
tai cira hang, 14 thong tin trén bao bi san pham va thong tin quang cio trén TV.
Theo nghién ctru cia tac gia, d6 1a nhimg ngudn tin dugc nhiéu ngudi Viét Nam
tham khao nhat, dong thoi, mirc d6 anh hudng toi quyét dinh mua cta khach hang

cling tuong doi cao.

Céc ngudn tin khac nhu to roi, thu, catalog hay quang cdo in 4n khong may
duoc khach hang nhiéu quan tim. Mc do anh hudng cua cac ngudn tin ndy toi
quyét dinh mua cua khach hang ciing khéng cao. Vi thuc té d6, néu ap dung
marketing truc tiép qua thu hudng t6i khach hang s& khong hiéu qua. Piéu nay 13
do vi¢c gui thu ¢ Viét Nam vadi khach hang con chua thyc sy thudn tién. Hon nira,
néu yéu cau khach hang giri phan hoi véi nhitng thong diép hodc san pham khong
hap dan véi ho, co thé khang dinh, kha ning phan hoi ciia khach hang & bat ky dau

trén thé gidi cling s€ khong cao.

Biéu d0 trén cho thay, ty 1é tham khdo thong tin tir ban bé ngudi than khong
phai 13 cao nhat nhung mtc d6 anh hudng ciia ngudn nay toi quyét dinh mua lai
cao nhat. Tuong tu nhu vay, mic do anh huéng cua thong tin tir internet hién nay
t61 quyét dinh mua cta khach hang chua cao; nhung xu hudéng ngay cang cé nhiéu
ngudi tham khéo thong tin tir ngudn nay boi chat lugng ngudn tin ndy duoc danh
gia 1 twong ddi va viéc tim kiém thong tin tir ngudn nay lai thuc sy dé& dang véi
chi phi thap. Do d6, cho du internet méi phat trién , nhung viéc st dung internet
marketing c6 1& 14 mot goi y co ¥ nghia v6i da sé cac doanh nghiép nho va vira ¢
Viét Nam..

C6 nhiéu ngudi tham khao thong tin tir nguoi ban hang nhat va mirc do tin
cay cling tuong dbi cao. biéu nay dugc nhan dinh la xac thuc boi thuc té, khach

hang Viét Nam khi mua hang cting chiu anh huong khong nhé bdi nhitng thong tin
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ma ngudi ban hang cung cap. Nguoi ban hang c6 thé duoc coi 12 nhitng chuyén gia

vé san pham cua ho.

Nhom tudi cang tré, dic biét 1a thé hé 7X, 8X, va 9X (nhitng ngudi sinh
tuong Ung nhiing ndm 1970s, 1980s va 1990s), trinh d§ van hod cang cao thi
internet cang la mgt kénh tham khao quan trong. Bang ngac nhién 1a hinh tuong ca
s1, ngudi mau, dién vién dién anh khéng phai 13 ngudn tham khao théng tin duoc
nguoi tiéu dung cho 1 quan trong ddi véi hau hét cac nhom san pham; riéng voi
nhém quan 4o, my pham ciing chi c6 5% nguoi tiéu dung cho day la kénh tham
khao chinh.

Ciing can khang dinh rang, mitrc do anh hudng cia cac ngudn tin ciing khac
nhau khi mua cac san pham khac nhau. Nhu trén di trinh bay, nguoi ban hang 1a
ngudn dugce nhiéu nguoi tham khao nhét khi mua hang. Tuy nhién, véi cac san
pham khac nhau, vai trd ctia ngudi ban tai ctra hang 1a khac nhau. Y kién va thong
tin tir ngudi ban hang c6 thé rat dwoc ngudi tiéu dung chi ¥ néu nhu ho mua san
pham thuc pham, van phong pham hay trang phuc. Nguoc lai, nguoi tiéu dung lai
khong miy chu y ti ngudn théng tin nay khi hoc mua hang tiéu ding 1au bén. Bao
bi ciing duoc ngudi tiéu dung quan tim khi mua thuc phim. Nhung khi mua vin

phong pham khach hang lai khong danh gia cao yéu td bao bi nay.

Nguoi than, ban bé 1a ngudn tin dang tin cdy ciia khach hang khi mua hau
hét cac san pham. Tuy nhién, van c6 su khéc biét trong danh gia cia khach hang vé
ngudn tin nay khi mua van phong pham véi cac loai san pham khac. Ty 1é nhiing
ngudi xem xét ngudn tin nay khi mua vin phong pham 1a khong cao nhu nhiing
nguon tin khac. Khi mua van phong pham, nguon tin quan trong nhét voi khach

hang chinh 1a ngudi ban tai cira hang.

Quang c4o in 4n noéi chung duoc it ngudi quan tim, dic biét 1a véi mat hang
thuc pham. Pay c6 1& 1a diéu bat ngd ddi véi nhiéu doanh nghiép nudc ngoai kinh
doanh ¢ thj truong Viét Nam. Thong thudng, véi nguoi tiéu dung & cac qubc gia
phat trién, bao bi cta san pham phai cung cap ddy du cac théng tin nhu nhan hiéu,
nha san xuét, thoi gian va dja diém san xuat, nhitng yéu cau va chi dinh bat budc
khi tiéu ding san pham ciing nhu nhitng khuyén cdo can thiét cho ngudi tiéu ding,
dac biét voi san phém thuc phém va duogc phftm. Nguoc lai, & Viét Nam, do nguoi
tiéu ding khong miy quan tdm tdi nhitng thong tin nay khi mua thuyc pham, nén da

tao thoi quen khong t6t cho cac doanh nghiép Viét Nam: khong quan tim tdi bao
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bi. Chinh thoéi quen nay da lam ho gdp khong it kho khdn khi tham gia thi truong
qudc té. Thong tin trén bao bi khong day du, khong rd rang va duoc quan tim dung
muc cting chinh 1a mt rao can cho cidc doanh nghiép Viét Nam tham gia kinh

doanh qudc té.

Mot nghién ciru khac[1] ciing khang dinh, khi ra quyét dinh mua cho timg
loai san pham cy thé, ngudi tiéu dung tham khao nhitng ngudn thong tin khac
nhau. Chang han khi mua quan 4o, my pham, 60% ngudi tiéu dung dwa chu yéu
vao kinh nghiém cé nhan, 43% dya vao tu van cua ban bé va nguoi than. Con khi
mua xe may hay xe hoi, 47% dua vao ban be, nguoi than, 32% dya vao thong tin
trén quang cdo. Ty trong nguoi ti€u dung tham khdo thong tin trén internet tuy con
khiém ton nhung ciing kha quan trong d6i voi mot vai chung loai san pham c6 gia

tri cao nhu thiét bi tin hoc, xe may, xe hoi, dién may hay trang thiét bi ndi that.
2.1.4.3.  Mirc d hai long véi cach thirc mua hang hién tai

C6 thé thay, khach hang nguoi tiéu ding Viét Nam twong dbi trung thanh
v6i1 cach mua hang truyén théng: Nhin théy tdn mat moén hang, ban luan, hoi han y
kién ctia nhiu nguoi truée khi quyét dinh mua. Trong thoi dai céng nghiép hoa
cung véi su phat trién ctia khoa hoc cong nghé, nguoi tiéu dung Viét Nam liéu c6
tim kiém cach thirc mua hang nao khac? Ho c6 sin 1ong chip nhian mot phuong
thirc mua hang méi hay khong? DPiéu d6 phu thudc khong nhé vao muc d6 hai 1ong

cua nguoi tiéu dung véi phuong thirc mua hang hién tai.

Khoéng nhiéu khach hang hoan toan hai 1ong véi hinh thirc mua béan hién tai.
Ho chép nhan hinh thic hién tai nhung déng thoi van mong muén c6 dugc cach
thirc mua ban san pham hiéu qua hon, tiét kiém thoi gian va cong stitc mua hang
hon nhitng van phai dam bao cho ho ¢6 duoc san pham dap ung yéu cau ¢ mirc do
cao. Tuy nhién, vi phan 16n ngudi tiéu dung Viét Nam sdng & khu vuc nong thon
hodc khu vyc ¢ mirc @6 do thi hoa chua cao, thu nhap thép va tho1i quen mua hang
phai duoc “so hang”, “thtr hang” va danh gia hang “kém chuén tic” nén van con
khong it khach hang lwa chon cac hinh thirc phan phdi truyén théng, mua hang qua
cua hang. Thém nita, do cadc doanh nghi¢p Viét Nam chua tao dugc long tin véi
khach hang, san pham chua theo chudn nén yéu cau nay cua khach hang van rat co
ly. Piéu d6 c6 nghia 1a, dé marketing truc tiép duogc khach hang chip nhan, viéc
nang cao chat lugng san pham, chuan héa san pham cung véi viéc thu phuc 1ong

tin cta khach hang 1a cuc ky can thiét.
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Biéu d6 2.3. Mitrc d hai long véi cach mua hién tai

Nguén: Dir liéu diéu tra ciia NCS, 2005-2006

C6 thé thiy rang, hién nay, thi trudng Viét Nam van phu hop véi nhing
phuong thirc phan phdi truyén théng, cho du kénh phan phéi c¢6 thé thay doi. Liéu

rang, ho c6 dé dang chap nhan cac phuong thirc phan phéi méi khong?

V61 myc ti€u danh gid mirc do hai long cua ngudi tiéu dung Viét Nam voi
phuong thirc mua hién tai va mirc d6 hai 1ong tang dan tir 1 t6i 5, diém 1 twong
g v6i rat khong hai 1ong, nghién ctru da chi ra rang khong mot ai cam thiy bat
mén. Piém 5 twong Gng voi thai do rat hai 10ng va co tdi 46 ngudi co cam giac rat
hai 10ng v&i phuong thirc mua hang cii. Tuy nhién, diém trung binh cho mirc d6
hai long & day dugc tinh toédn la 3.44. Piéu do chirng té, mirc do hai long chi dat &
trung binh. Co hdi cho cac hinh thirc marketing méi ciing khong qua thap. Phan
tiép theo sau day xin trinh bay vé nhan thirc ciia khach hang vé cac biéu hién cu thé
ctia marketing truc tiép va kiém dinh kha nang chap nhan cac hinh thirc marketing

mai cia nguoi tieu dung Viét Nam.

2.2. Thuec trang ap dung marketing true tiép tai mot so6 doanh nghiép
Viét Nam

Marketing truc tiép di phat trién trén thé gidi va dem lai nhiéu thanh cong
cho cac doanh nghiép 16n. Tuy nhién, viéc 4p dung marketing truc tiép & Viét Nam
chua thuc sy duoc dé cao va phé bién. Co thé ndi, cac doanh nghi¢p Viét Nam van
rat ngai ngung dau tu Gng dung marketing trirc tiép. Chua c6 con sb cu thé thong
ké, nhung c6 thé khang dinh rang, marketing truc tiép duoc cac doanh nghiép Viét

Nam str dung rat manh mun.
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Mot sb doanh nghiép tién phong sy cdch mang trong tu duy xay dung hinh
anh thuong hiéu va marketing tryc tiép la mot trong nhiing cong cu dugc ho su
dung hiéu qua, vi du nhu Duy Loi (cong ty san xuat vong xép va dd xép), VIC
(truyén hinh k¥ thuét s6), Perfect (ban thiét bi cham soc strc khoe va sic dep) véi
cac chién dich quang céo truc tuyén, email marketing, dau tu cho calling center...
Nhung thyc té, viéc ung dung mot cach bai ban hinh thirc marketing truc tiép van
chua dugc y thirc mot cach ding dan va day di. Co rat nhiéu doanh nghiép biét vé
thu tryc tiép - direct mail nhung cho rang d6 1a cong viéc don gian va do do, ho tu
lam trong diéu kién nhiéu han ché. Ciing c6 doanh nghiép c6 danh sach khach
hang nhung khong biét st dung hoic sir dung tran lan 1am hiéu qua kinh doanh
khong cao. Do d6, ho cho rang, co s& dit liéu, marketing truc tiép... khong phai 13

giai phap hiéu qua véi ho.

NCS di thyc hién mot cude nghién ctru nhd nhim tim hiéu nhan thic, danh
gia ctia cac doanh nghiép Viét Nam vé marketing truc tiép cling nhu kha ning Gng
dung marketing tryc tiép ctia ho. Nhitng phan tich sau day thé hién mot phan két

qua cudc nghién ctru do.

NCS di gui di khoang 500 phiéu diéu tra t6i 200 doanh nghiép mién Bic,
200 doanh nghiép Mién Nam va 100 doanh nghiép mién Trung. Tuy
nhién, chi c6 khoang 300 phiéu duoc giri tra vé trong dé, chi co 282 phiéu
hop 1& (183 doanh nghiép mién Béc, 65 doanh nghiép mién Trung va 77
doanh nghiép mién Nam), véi tuong d6i day du thong tin va nhiing thong
tin dugc cung cap khong qua mau thudn nhau voi ty 18 tra 10i ciia cac
doanh nghiép mién Bic cao hon ca. Nhitng dir liéu dugc trinh bay trong
ban bao cdo nay chi phan anh ¥ kién cta 282 doanh nghiép c6 cung cip

thong tin c6 y nghia trong cudc nghién ctru nay.

2.2.1. Nhdn thirc ciia cdc doanh nghiép Vigt Nam vé marketing truc tiép

Pé c6 thé ung dung marketing truc tiép mot cach hiéu qua, yéu cau dau tién
1a phai hiéu thdu dao ban chat va nhiing noi dung, yéu cau thuc hién cling nhu
phuong phap danh gia hiéu qua cua hinh thirc marketing nay. Do do, nhan thirc cta
cac doanh nghiép Viét Nam vé marketing truc tiép 14 mot trong nhiing ndi dung

can nghién ciu.

C6 thé néi rang, nhan thic vé marketing truc tiép cua cac doanh nghiép

Viét Nam con nhiéu mo ho va chua thuc su chinh xac. NCS da dua ra cau hoi vé
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nhan thirc cia cac doanh nghiép vé marketing truc tiép duéi dang lwa chon dung
sai voi nhiéu nhan dinh ma nguoi tra 10i c6 thé chon nhiéu hon mét phwong an.

Két qua ty 18 khach hang dong ¥ v6i cac nhan dinh duoc thé hién trong bang 2.1

sau day.
Bang 2.1. Cach hiéu vé biéu hién cu thé ciia marketing trwc tiép
Nhan dinh Ty 1€

1. Dung dién thoai va fax dé lién hé va nhan don dit hang ciing 60.64%

nhu tra 16i nhitng yéu cau thic mic cua khach hang
2. Quang cao truc tiép tai diém ban hang 54.96%
3. Sir dung email dé giao dich/ trao d6i thong tin v6i khach hang 30.50%
4. Cb website gi6i thiéu san phdm va co ché nhan dit hang qua mang 25.18%
5. Khuyén mai tryc tiép t6i khach hang 1a ngudi str dung cudi cling 68.44%
6. Céc hoat dong hudng t6i khach hang nham tao ra phan Gng dat 56.03%

hang truc tiép hodc thu thap thong tin vé khach hang
7. Gioi thidu san pham/doanh nghiép qua catalog, to roi, to gip 48.94%

8. Gidi thiéu san pham va doanh nghiép bang thu truc tiép dong 36.17%
thoi c6 co ché thu thap thong tin tir phia khach hang
9. Thuyc hién viéc ban hang qua truyén hinh, truyén thanh va béo chi 28.72%

Nguén: Dir liéu diéu tra ciia NCS, 2005-2006

Luu y: Nhitng con so co gach chan thé hién cach hiéu dung vé biéu hién cua

marketing truc tiép

Nhu vdy, c6 thé thdy khong it doanh nghiép con hiéu chua ding vé
marketing truc tiép. C6 toi gan 70% doanh nghiép cho rang, khuyén mai truc tiép
tGi nguoi tiu dung cudi cung 1a mot biéu hién cu thé ciia marketing truc tiép trong
khi day lai 1a nhan dinh sai lam. Thuc ra, khuyén mai truc tiép té1 nguoi tiéu dung
cudi cing c6 mot diac diém gidng vai marketing truc tiép 1a kha ning dénh gia hiéu
qua ctia chuong trinh. Tuy nhién, khuyén mai khong phai 1a hinh thirc truyén thong
lic nao cling thyc hién dugc véi moi khach hang va ndé thuong mang tinh “above
of the line” va n6 ciing thuong duoc thyc hién thong qua céac trung gian chir khong
tao ra phan tmg ctia khach hang hudng truc tiép t6i doanh nghiép. Khi thuc hién
khuyén mai, ngudi ta chi c6 kha ning danh gia duoc mic d6 hip din cia chuong

trinh chir khong c6 kha ning thu nhan nhimg thong tin phan hoi tir phia khach
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hang. R rang, cach hiéu nay chua chinh xac cho du d6 13 cach dé khuyén khich

khach hang mua nhung khong phai 1a biéu hién ciia marketing truc tiép.

Ciing c6 mdt s6 ngudi cho ring quang cdo truc tiép tai diém ban hang 1a
biéu hién cta marketing truc tiép. Cach hiéu nay ciing khong chinh xac néu d6 chi
1a cac td roi, phuén hay cac bién hiéu quang céo, khong c6 co ché thu nhan thong
tin phan hoi tir khach hang hodc khong c¢6 cung cp cho khach hang cach tiép can
tryc tiép voi doanh nghiép — ngudi ban nhu thé ndo. Tuong ty nhu vdy, néu hiéu
marketing truc tiép 14 cach thic cung cip cho khach hang théng tin qua to roi,
catalog, brochure, to gap... ma thiéu co ché thu nhan thong tin phan hoi thi ciing

khong thuc sy dung theo ban chat ctia marketing truc tiép.

Tir d6, c6 thé noi rang, khong it cac doanh nghiép con hiéu chua dung vé
marketing truc tiép. Vé mit ban chit, mot sd hoat dong hudng tdi1 khach hang tiéu
dung cudi cing nhung khong ¢ co ché thu nhan thong tin phan hoi va khong cung
cap cho khach hang co hi tiép can truc tiép voi doanh nghiép dé mua hang khong

phai 13 marketing truc tiép.

Bang 2.2. Nhin thirc vé marketing true tiép

Mikc d§ dong ¥ v6i nhan dinh Ty 1é
Marketing triee tiép la cdc hoat ddng giao dich véi khdach hang %
nham tao ra nhitng phdn vmg triee tiép va nhanh chéng nhie tra 1oi
cdu hoi, cung cdp théng tin va mua hang

1.R4t khong dong ¥ 0.4
2.Khong dong ¥ 3.9
3.Trung lap 13.1
4.Pong y 52.5
5.Ré4t dong y 28.7
Tong 98.6

Nguon: Dir liéu diéu tra cia NCS, 2005-2006

Khi duoc hoi vé ban chét ciia marketing truc tiép, da s doanh nghiép cho
rang, “marketing triec tiép la hoat dong giao dich véi khdch hang nham tao ra
nhitng phdn ing tich cye, triee tiép va nhanh chéng ciia khdach hang”. Piéu d6
chung t6, hau hét cac doanh nghiép hiéu muc tiéu ciia marketing truc tiép nhung
cach 1am cua ho cho marketing c6 thé chua thuc sy 1a marketing truc tiép. Tuy
nhién, van c6 mét sd (4,3%) doanh nghiép khong dong ¥ v6i nhan dinh nay. Do

chinh 14 1y do vi sao van c6 mdt sé khong nho cac doanh nghiép cho rang, khuyén
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mai, quang cdo tai diém ban hang hay don gian 13 gui to roi dén voi khach hang 1a

biéu hién cu thé ciia marketing tryc ti€p.

C6 thé khing dinh phan 16n cac doanh nghiép da biét marketing truc tiép
nhung chua day da. Chinh sy nhdn thire khong day du nay din dén viéc ap dung
marketing truc tiép chua hiéu qua nhu nhirg gi ma ho mong doi. Vay, cic doanh
nghiép Viét Nam st dung cong cu marketing truc tiép nao trong hoat dong kinh

doanh cia minh?

2.2.2. Tinh hinh teng dung marketing trwe tiép tai Vigt Nam

2.2.2.1. Mirc d9 ing dung marketing truc tiép

Co thé khéng dinh réng, 0 mot giac do nhat dinh, hién 100% céac doanh
nghiép Viét Nam da va dang st dung mot hinh thic marketing truc tiép nao do.
Cong cu marketing truc tiép duoc sur dung dau tién chinh 1a dién thoai/fax. 100%
cac doanh nghi€p Viét Nam hién nay st dung dién thoai dé lién lac voi khong chi
cac dbi tac, cac nha cung ung ma ca v4i khach hang. Ho s dung dién thoai dé
chao hang, dé nhan don hang va dé giai dap cac thic méc co thé co cua khach
hang. Tuy nhién, cdc doanh nghi¢p hién van coi dién thoai nhu mot cong cu nhan
tin thay vi truyén tin. Hon nita, do sir dung dién thoai nhu mdt cong cu giao tiép
chtr khong phai 1a coéng cu truyén théng, do d6, ho khong chi dong cung cap sb

dién thoai va khuyén khich khach hang lién lac qua dién thoai.

Thuc té cho thdy, tit ca cac doanh nghiép nha nudc, cic doanh nghiép tu
nhan, cic cong ty co phan, cong ty lién doanh va cong ty c¢6 100% vén FDI kinh

doanh trén thi truong Viét Nam da st dung dién thoai dé lién lac vé6i khach hang.

Véi cdc c¢éng ty nha nwde, hinh thirc marketing truc tiép ma ho sir dung
nhiéu nhat chinh 13 dién thoai. Hinh thirc tiép theo thudng sir dung chinh 1a ¢
quang cao trén cac phuong tién thong tin dai chung va trong quang céo do, ho
cung céip cho khach hang s6 dién thoai va dia chi dé ho lién lac néu c6 nhu cau.
Tuy nhién, can khang dinh rang, cic doanh nghiép twong d6i 1on va kinh doanh &
céc khu vuc thanh thi méi s dung hinh thirc ndy bdi chi phi twong ddi 16n. Con
cac doanh nghiép nho thuong quang cdo trén dai truyén hinh dia phuong béi chi
phi thip hon nhiéu. Cung véi sy phat trién ctia cong nghé théng tin va sy phd bién
clia internet va email, gio ddy rat nhiéu doanh nghiép nha nuéc di va dang str dung

hinh thirc nay dé hd tro hoat dong kinh doanh. Ho dung email dé lién lac véi khach
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hang nhung khong phai 1a email marketing. Ho giri thu cho khach hang néu c6 yéu
cau va nhan thu ciia khach hang. Tuy nhién, nhidu doanh nghiép nha nudc van coi
day la hinh thuc giao dich méi va it tinh tinh cay. Co t61 43% doanh nghi€p nha
nude trong nghién ctru nay c6 website trong d6 c6 16,7% c6 website thiét ké dé
khach hang phan hdi va dit hang qua mang. Piéu d6 c6 nghia 13 ciing c6 doanh
nghiép nha nudc bit ddu van dung internet marketing trong hoat dong kinh doanh
ciia minh. Khong nhiéu doanh nghiép nha nudc ¢ Viét Nam st dung catalog. NCS

s& trinh bay 1y do trong ndi dung tiép theo.

100% cac cong ty lién doanh, cong ty ¢ von dau tu nudc ngoai co sir dung
dién thoai va fax dé lién hé va duy tri quan hé khach hang. Bén canh dé, ho con
dau tu cho catalog, giri catalog cho khach hang, sir dung internet, email trong giao
dich. Né6i chung, cac doanh nghiép c6 vn dau tu nudc ngoai chinh 14 nhitng doanh
nghi¢p tién phong, dua marketing truc tiép vao ung dung tai Viét Nam va tao stuc
ép budc cac doanh nghiép Viét Nam phai thay d6i va ing dung cong nghé méi va

cac k¥ thudt méi trong kinh doanh, trong d6 c¢6 marketing truc tiép.

Bang 2.3 Mirc d9 ing dung marketing truc tiép

Biéu hién cia Loai hinh DN

Mire do s - Ty 18
X Z oA o
dung Nh’a Ttr Cg Lién |[100% Khic ¢
nudc | nhan | phan | doanh | FDI

marketing tryc tiép

Co dung di¢n itsedung |17.86(22.34| 8.70 | 0.00 | 0.00 |33.33|16.31
thoai/FAX dé giai
100.0

dép thdc mic va  |Luén sir dung| 82.14 | 77.66 | 91.30 | 100.00 o |66.67|81.21
nhan don dat hang

C6 0 roi, catalog voi|Chua bao gidr| 30.95 20.21{30.43 | 0.00 |35.71 |33.33 |26.60
cochéthuthap | Itsidung |35.71]30.85/28.99| 50.00 | 7.14 | 16.67|29.43
thong tin/don hang |Luén st dung| 28.57 | 44.68 | 40.58 | 50.00 |57.14 | 50.00 | 38.65

Co lién hé voi khach | Khong phai | 7.14 | 1.06 | 1.45 | 0.00 |57.14| 0.00 | 5.67

hang qua email Dung 39.29160.64 | 47.83 | 50.00 |28.57|50.00 | 47.52
Co xay dung Khong phai | 7.14 | 5.32 {13.04| 0.00 | 0.00 | 0.00 | 7.09
Website riéng Dung 42.86(57.45]152.17| 50.00 |85.71|50.00 | 51.42

Wepsiteduacthié't Khoéng phai | 13.10[15.96| 4.35 | 0.00 |57.14| 8.33 | 13.48
ké dé khach dat hang
qua mang Pung 16.67 [24.47(23.19| 0.00 |28.57|41.67|21.99

Website c6 duong dan toi cac

) L ) 13.101596| 435 | 0.00 |57.14| 8.33 |13.48
websites khac va ngugc lai —

Thuong xuyén nhan | ghane phai | 5.95 | 14.89| 2.90 | 0.00 | 0.00 | 0.00 | 7.45

3
nhan hAi c11a khach
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Dung 36.90|39.36 (36.23 | 50.00 |35.71|50.00 | 37.23

Phuic dép lai email phan hoi tir

khach hang 41.67(39.3642.03 | 50.00 |35.71]50.00|22.27

Website ¢6 co ché | Khong phai | 1.19 | 5.32 | 0.00 | 0.00 | 0.00 | 8.33 | 2.48
trd 101 tw dong theo
tén timg khach hang |  Dung 5.95 [19.15]13.04| 0.00 |28.57|33.33|14.18

Website c6 co ché luu lai théng tin

vé khach hang 7.14 |24.47|13.04| 0.00 |28.57|41.67|16.67

Co quang cao cung
cap sb dién thoai
hodc dia chi cho

khéch hang

Chua bao gio| 41.67 | 28.72 1 40.58 | 50.00 |64.29|16.67 |36.17

Dastrdung [51.19| 0.59 [49.28| 0.00 |35.71|33.33|50.00

Nguon: Dir liéu diéu tra cia NCS, 2005-2006

Céc cong ty tu nhan thi do c6 quy m6 nhd hon nén ciing 4p dung marketing
truc tiép ¢ muc do gidi han. Tuy nhién, ho uva dung catalog marketing va ho cling
c6 website dé gidi thiéu san pham va doanh nghiép tdi cho khach hang. Véi quy
mo nho hon va it sir dung quang cdo, ho ciing dé dang quan 1y cac kénh phan phbi
ctia minh hon. Ho ciing khong chi nhiéu tién cho quang cdo trén internet nham dan
khach hang t6i website ctia minh. Ho str dung email nhu mét cong cu chinh dé lién
hé véi khach hang.

Bang 2.4. Cac cong cu marketing true tiép dwoe sir dung tai cic doanh nghiép

Cic cong cu marketing tryec tiép dwoc siv dung Sf}é dang
Co dung dién thoai/FAX dé giai dap thic méc va nhan don dat hang 282
C6 to roi, catalog v6i co ché thu nhap thong tin va don dit hang 109
Co6 lién hé voi khach hang qua email 134
Co xay dung trang WEB riéng 145
Trang WEB duogc thiét ké dé khach hang lién hé dat hiang qua mang 62
Trang WEB c6 duong dan tdi cac trang WEB khac va nguoc lai 64
Thudng xuyén nhan thong tin phan hoi cta khach hang qua hop thur 105
Phuc dép lai email phan hoi tir khach hang 113
Trang WEB ¢6 co ché tra 10i thu ty dong theo tén timg khach hang 40
Trang Web c6 co ché luu lai thong tin vé khach hang 47
C6 quang cdo cung cép sb dién thoai hodc dia chi cho khach hang 141

Nguén: Dir liéu diéu tra ciia NCS, 2005-2006
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N6i chung, cong cu marketing truc tiép dugc st dung nhiéu nhét chinh 1a
telemarketing v&i viéc dung dién thoai va fax dé lién lac. Tiép dén la website va
email marketing. TO roi, catalog ciing dugc cac doanh nghiép sir dung. C6 thé néi,
marketing truc tiép da va dang duoc cac doanh nghiép tng dung & cac muc d6 gidi
han va ban than cac doanh nghiép cling khong hinh dung dugc d6 la marketing

tryc tiép nén dau tu cho né khong nhiéu va do d6 hiéu qua ciing khong cao.
2.2.2.2.  Quy trinh &ng dung

Hién nay, marketing néi chung va marketing truc tiép noi riéng van duoc
hau hét cac doanh nghi¢p Viét Nam ap dung mot cach ty phat, chu yéu dua vao
kinh nghiém va thiéu tinh hé thong. Nhu da phan tich ¢ trén, nhiéu doanh nghiép
nhan thay sy phat trién ciia cong nghé thong tin, thuong mai dién tir va sy thay do6i
trong hanh vi khach hang nén da dwa marketing truc tiép vao sir dung. Quy trinh
ap dung marketing truc tiép tai cic doanh nghiép Viét Nam c6 thé dugc mo ta qua

s0 d6 2.1.duéi day:

Quy trinh trong so d6 2.1. duoc nhiéu doanh nghiép Viét Nam 4p dung véi
cac hoat dong marketing noi chung va marketing truc tiép noéi riéng. C6 thé noi,
quy trinh ndy dd dua duoc cac thong diép marketing téi cac ddi twong nhén tin
khac nhau véi nhimg noi dung ma doanh nghiép mubn truyén tai va phan nao dem

lai cho doanh nghiép nhimng két qua dang khich 18.

Nhan thte sy can thiét phai ap »| Phén tich thyc trang marketing tryc tiép
dung marketing truc tiép duoc ép dung trén thi truong
Phan tich diéu kién »| Str dung CSDL dé x4c dinh || Thiét ké chuong trinh
cua doanh nghi¢p khach hang muc tiéu marketing truc tiép
Thyc hién chuong trinh > Danh gia chuong trinh

So dd 2.1. Quy trinh 4p dung marketing truc tiép dang dwoc ap dung tai mot so
doanh nghiép Viét Nam
C6 thé noi rang, cac doanh nghiép Viét Nam chi nhan thay su can thiét phai
ap dung marketing truc tiép khi cac doi thu cua ho da thanh cong voi cac cong cu
marketing tryc tiép. Chinh nhan thirc vé marketing chua day du va viéc ap dung

cac hinh thirc marketing van con & dang “thir nghiém” nén cic doanh nghiép Viét
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Nam van chua thuc sy bit nguén tr “nhu cau thi truong” va su thay doi trong

“hanh vi khach hang” dé thiét ké cac chuong trinh marketing.

Sy thay d6i cia méi trudng kinh doanh, sy giam sut vé kha ning canh tranh
trong viéc dap Gmg nhu cau khach hang d3 lam cho cac doanh nghiép Viét Nam tim
kiém cac cong cu moi dé co thé ton tai va phat trién. Hau hét cac doanh nghiép
Viét Nam déu dang tim cach “dudi theo thi truong” chtr chua c6 kha ning “khong

ché” va “don dau thi truong”.

Minh hoa 2.1. Hoat dong marketing truc tiép ciia Cong ty Minh Cudng

Panh gia cua giam ddc cong ty Minh Cudng, mot cong ty kinh doanh trong
nganh san xuat va ldp rap khung nha thép & Viét Nam, chuong trinh tu giéi thiéu
san pham qua catalog cta cong ty gui dén cac ddi tac tiém niang d3 dem lai cho
cong ty nhimg don hang dang ké.

Tir mot xudng san xuét nho, chuyén udn khung thép va mai khung kinh, nhan
thiy nhu cau vé khung nha thép ngdy cang phat trién cung véi sy phat trién cua
dong von dau tu nudc ngoai, su phat trién cua cac khu cong nghiép va nhu cau nha
xuong trong cac khu cong nghiép ting nhanh, cong ty da chuyén hudng kinh doanh
va tip trung vao san xudt va kinh doanh khung nha thép. Thoi gian dau, cong ty gip
khong it khé khan khi tiép can va thuyét phuc khach hang. Ho da rat vat va khi
thuyét phuc khach hang bai tén tudi ciia doanh nghiép chua cé, cing véi viée thiéu
kinh nghiém va khong c6 mé hinh san pham dé gidi thiéu voi khach hang.

Theo thoi gian, khi 1am viéc v6i cac dbi tac, ho nhan thdy, cin phai c6 hinh anh
cu thé dé thuyét phuc khach hang nén ho di thiét ké catalog giri cho khach hang,
cho phép khach hang nhin thiy san pham, chon lwa kiéu cach va dén tan noi san
xudt kiém tra hang, ho da thuyét phuc dwoc vai khach hang dau tién véi mic gia
thap nhét co thé.

Theo thoi gian, nhitng khach hang cua Minh cudng lai chinh 13 nhimg di tac
t6t, gii thiéu cho Minh Cudng nhimg khach hang méi, nhirng ban hang ctia ho. Sy
thanh cong hién nay ciia Minh Cudng c6 dugc chinh 1a nho mot phan tir nhiing
cudn catalog dugc gui truc tiép téi khach hang tiém ning va su gi6i thiéu truc tiép
va khon khéo cua chinh nhitng nguoi thudc Ban Giam ddc cong ty.

Tuy nhién, do méi 4p dung, Minh Cuong di khong thé danh gia dugc hiéu qua
cua catalog mdt cach chinh xac khi ho khong ghi lai danh sach nhitng khach hang
tiém ning ma ho di gii catalog, dong thoi ciing khong c6 théi quen tim hiéu xem

khach hang c6 dugc thong tin vé ho qua ngudn nao.
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Khi nhan thdy su can thiét phai 4p dung marketing truc tiép, hau hét cac
doanh nghiép Viét Nam déu tim cach phan tich cac chuong trinh marketing truc
tiép da dugc cac ddi thi canh tranh, cac doanh nghiép khac ap dung chir khong

mAy quan tAm téi nhu cau khach hang.

Minh hoa 2.2. Cong ty Lién Ha d3 4p dung marketing truec tiép nhu thé nao?

Trong nhiing lan tiép xuc véi khach hang va dbi tac, Cong ty Lién Ha, mot
trong nhing cong ty san xuat va kinh doanh d6 gd ndi that c6 tiéng & mién Bac
(xuat phat tr mot lang nghé truyén théng ¢ Ha Tay) nhan thiy cac d6i thu canh
tranh ctia ho c6 gidi thiéu san pham trén cac trang web va c6 duoc khach hang tir
nudc ngoai. Nhan thirc dugce 1gi ich cua wesite, Lién Ha da thué mdt nhém
chuyén gia thiét ké mot website véi rat nhiéu tién ich va giéi thiéu duoc san
pham trén trang web nay. Tuy nhién, Lién Ha lai khong khai thac dugc loi ich do
trang web mang lai khi ho khong c6 nhan vién IT riéng va rat nhiéu thu hoi vé

san pham va quy trinh dat hang guri vé cong ty khong dugc phan hoi sém.

Hai minh hoa trén cho théy, su thiéu hiéu biét vé khach hang, su hiéu biét
khong day du vé marketing truc tiép dd khong dua dén cho doanh nghiép nhiing
két qua dang c6. Néu Lién Ha c6 kha nang phan hoi nhanh chéng nhitng don hang
ctia khach hang, néu Minh Cudng c6 thé xac dinh dugc chinh xac nhitng don hang
c6 duge nhd catalog thi viéc déanh gia hiéu qua ctiia marketing truc tiép chic chin

s€ cao hon.

Nhu vy, mic du cac doanh nghiép Viét Nam di nhan duoc nhirng két qua
nhat dinh tir marketing tryc tiép nhung viéc danh gia chinh thic hiéu qua cua
marketing noi chung va marketing truc tiép noéi riéng van chua chinh xac. Trén
thuc té, cac doanh nghiép cling chua dua ra dugc nhitng muc tiéu, ti€u chi cu thé
dé danh gia két qua cua cac hoat dong marketing nén viéc danh gia méi chi ding
lai & muc dinh tinh va chi quan, cha yéu dya vao doanh s6 ban hang. Nhung
doanh s6 ban hang chi 1a két qua cubi cung, con dau tu cho marketing va

marketing truc tiép can duogc xem 1a dau tu dai han.
2.2.2.3. Mot s6 cac san pham di va dang dwoce “marketing true tiép”

Tai Viét Nam, khong phai san pham ndo ciing da va dang duoc marketing
tryc tiép. V& mat 1y thuyét, ngudi ta noi rang, san pham nao ciing c6 thé marketing

tryc tiép nhung trong nhitng diéu kién nhat dinh cac doanh nghiép Viét Nam da
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khong 4p dung marketing truc tiép cho mot sé mat hang nhu thuc pham, trang

phuc hay d6 dién gia dung.

C6 thé noi, hau hét cac doanh nghiép kinh doanh dich vu hién nay d3 va
dang ap dung marketing truc tiép, tp trung cha yéu vao cong cu telemarketing va
internet marketing. Cac doanh nghiép ban 1€ lai tdp trung vao buu chinh marketing
va internet marketing. Cac san phim chil yéu dugc ban hang qua marketing tric
tiép 1 van phong pham va cac dich vu tu van. Nguoi tiéu dung va khach hang
cong nghiép déu hai 1ong vai viée dat va mua van phong pham qua dién thoai/fax,
qua internet. Bén canh do, cac dich vu tu van dugc khach hang dat mua trong

nhiing lan tiép theo qua dién thoai, qua buu chinh va qua internet ngay mot dong.

Bén canh d6, véi xu hudng phod cap internet tai cac van phong, cic san
pham phuc vu cho nit gi¢i nhu my pham, dd dung va thirc dn cho tré nho ciing da
va dang duoc nguoi ban 4p dung marketing truc tiép boi tinh tién dung va su phat

trién cua cac dién dan.

Thoi trang hién chua phai 14 san pham dugc mua ban qua mang phd bién
boi nhiéu 1y do, trong d6 c6 1y do ty nhién: chwa c6 size chuan trang phuc cho
nguoi Viét Nam nén ho thuong phai thir trude khi mua. Tuy nhién, mot s6 nha
may c6 tiéng ciing di va dang dwa marketing truc tiép vao ap dung véi cac hinh
thirc nhu dat may qua dién thoai; c6 website dé gi61 thiéu san phﬁm va nhan don
hang, thanh toan qua tai khoan... Bén canh d6, cic hang may ciing c6 cac chuong
trinh marketing truc tiép (catalog, fax...) toi cac co quan cong s dé moi khach

hang t&1 tham quan va dét hang.

Céc san pham tiéu ding lau bén ciing c6 duoc gidi thiéu qua cac hinh thic
marketing truc tiép nhung thong thuong, do tinh “da nghi” va théi quen “sd thir
san pham trudc khi mua ciia ngudi Viét Nam nén marketing truc tiép trong truong

hop d6 thudng chi dé cung cip thong tin va giai dap thic mac cho khach hang.

HAau hét cac san phém thuc phém cua Viét Nam hién nay chua thanh cong
v6i marketing tryc tiép boi théi quen di cho hang ngay. Tuy nhién, cac nha ban 1é
dd va dang tim cach ap dung marketing truc tiép v6i khach hang c6 quy mé 16n
nham thiét 1ap méi quan hé 1au dai va tot dep véi ho. Néu nhu nhitng 1an dau giao
dich va trao doi, marketing truc tiép c6 thé chua phat huy hiéu qua thi nhiing lan
mua tiép theo, marketing truc tiép lai 13 hinh thirc ma ca nguoi mua va ngudi ban

déu ua thich bai tinh tién dung va tiét kiém cho phi. Tuy nhién, phai khang dinh
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rang, nguoi ta chi co thé chap nhan marketing tryc tiép néu ho cé nhing kinh

nghiém t6t khi mua qua hinh thirc nay.
2.2.2.4. Thuc trang xay dung co sé dir li€u khach hang

a. Xdy dung co so dir liéu khach hang

C6 thé khang dinh rang, co so dir lidu gitp doanh nghiép rat nhiéu trong
viéc ra cac quyét dinh chién luoc. Tuy nhién, dé 1am duoc diéu do, co s¢ dir lieu
phai du chi tiét vé cac dic tinh c4 nhan cua khach hang dé gitip doanh nghiép xac
dinh dugc dbi twong khach hang muyc tiéu cho marketing truc tiép tiép can. Co so
dir liéu 1a nén tang cho marketing tryc tiép. Cac chuyén gia marketing truc tiép
luon khang dinh, co s¢ dir liéu 12 khong thé thiéu khi thuc hién marketing truc tiép.
Nhung véi hé théng co so dir li€u hién nay ctia cac doanh nghi€p Viét Nam, that
khé c6 thé ndi lam sao méi phat trién t6t mot chién dich marketing truc tiép 0 Viét
Nam. Chinh vi thé, y thtic xay dung co so di liéu, diéu co ban nhat, vin con dang
1a diéu xa xi ctia nhiéu doanh nghiép Viét Nam. C6 thé néi rang, marketing truc
tiép hién nay van chua dugc tran trong & Viét Nam, du hoat dong kinh doanh dang

trén budc duong hoa nhap rat nhanh.

Minh hoa 2.3. Vinaphone xay dung co s¢ dir liéu khach hang

Cho dén nay, Vinaphone da gf?m nhu c¢6 duoc mot Hé théng co so dir li€u khach
hang tap trung. Pay l1a hé¢ théng duoc xay dung trén co so ha tﬁng hién c6 cua
Trung tdm Dich vu khach hang. Hé thong nay cé chirc ning khép kin cac quy
trinh, nghiép vu tur khau phat trién thué bao, cai dat dich vu, phat hanh hoa don,

thu cudce, quan ly dai 1y ban hang...

Trong nghién ctru da thuc hién cua NCS, ¢6 59,1% doanh nghiép c6 luu trir
thong tin vé mot sé khach hang noi dia quan trong va chi ¢ 15% doanh nghiép ¢
lwu trit thong tin vé khach hang nuéc ngoai. Thuc té voi nhitng doanh nghiép c6
thong tin vé khach hang thi nhimng thong tin d6 ciing chi chung chung vé nganh
nghé kinh doanh, vé dia chi theo lan mua dau tién va luong mua (sd liéu cia phong
ké toan). Néu thong tin vé khach hang c6 thay d6i, ban than cac doanh nghiép ciing

chua c6 co ché cap nhat va hoan chinh.

Tuy vy, mdi nhan vién ban hang déu da va dang c6 xu hudng luu trir thong
tin vé khach hang. Va d6 chinh 1a nguon thong tin rat 1on va quy gia hd trg cho xay

dung co so dir liéu khach hang, ré tién nhung hiéu qua. Van dé 1a khong nhiéu
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doanh nghiép Viét Nam nhan thiy tim quan trong cua viéc luu trit nay va ho ciing

chua quyét tim xay dung nd, do dé chua co6 cach dé thu thap nhirng thong tin nay.

Minh hga 2.4. Co s¢ dir liéu ciia VNPT

VNPT 1a mét trong nhing t6 chic ¢6 thé quan 1y danh sach khach hang tot nhat.
Tuy nhién, sau mot thoi gian dai buéng 16ng, danh sach khach hang str dung di
dong ciia VNPT noi riéng va cac hing cung cip dich vu di khong thé kiém soat
danh sach nay. Tir 1/1/2008, theo yéu cu cua Chinh phu, cac hing cung cap dich
vu vién théng d3 va dang siét lai danh sach nay va hy vong rang, trong thoi gian
tiép theo, mot danh sach khach hang sir dung dién thoai di dong s€ dugc quan ly
nghiém hon. Va dé ciing chinh 1a mot ngudn dé cac doanh nghiép c6 thé mua

danh sach khach hang cho minh.

b. Cach thirc thu thap thong tin

Dé c6 duge co so dit lidu néu trén, cac doanh nghi¢p da thu thap béng cach
nao? Thuyc ra, c6 nhiéu cach dé doanh nghiép c6 thé c6 duge thong tin vé khach
hang, nhung trong nghién ctru nay, cac doanh nghiép cho rang, dé thu thap thong

tin vé khach hang, cach t6t nhat 1a tro chuyén véi ho.

Béng 2.5. Cac cach thu thiap théng tin khach hang cho co sé dir liu

Cich thu thap théng tin vé khach hang Ty Ié DN st dung
Thu thap thong tin tir tro chuyén voi khach hang 70,6%
Mua lai tir cdc doanh nghi€p khac 2%
Thu thap tir thu giri qua buu chinh cua khach hang 27,4%
Tir email tra 101 thu ma khach hang gti dén doanh nghiép 76
Tir viée cung cp thém gia tri cho khach hang 30,2%
Tur viéc dat hang ctuia khach hang 68,7%
Tt cac cude nghién ctru thi truong 37,7%
Tir cac nha phan phdi 27,8%
Tur cac co quan quéan ly nha nude 12,7%

Nguén: Dir liéu diéu tra ciia NCS, 2005-2006

Bang 2.5 cho thiy, bén canh viéc noi chuyén voi khach hang dé c6 dugc
thong tin vé ho, cac doanh nghiép con thong qua chinh nhiing thong tin ma khach
hang cung cap trong khi dit hang. D6 chinh 14 nhitng thong tin ma doanh nghiép
yéu cau khach hang cung cap dé dap tng nhu cau cta ho. Pong thoi, bang nhiéu

cach khac nhau, khoi goi, phan tich, luu trit... ma doanh nghiép co thé c6 duoc
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thong tin vé khach hang. Cac cudc nghién clru thong tin, tur dia chi email, tir cac
cong ty khéc, tir cac nha cung cip thong tin chuyén nghiép... déu dugc xem 1a

ngudn ma doanh nghiép c6 thé thu thap thong tin vé khach hang.

Mot trong nhitng ngudn theo 1y thuyét 1a dang tin cdy va kha thi nhat dé cac
doanh nghiép c6 thé thu thap thong tin chung vé thi truong, vé khach hang va vé
xu hudng bién d6i ctia moéi truong kinh doanh 13 cic co quan quan Iy nha nudc.
Nhung s6 doanh nghiép chon ngudn nay chi chiém 12,7% mau nghién ctru. Piéu
d6 chimg to, day 1a nguon khong dang tin cdy hodc doanh nghiép khé tiép can.
Mot 1an nita, miu nghién ctru di thé hién dugc danh gia cia cac doanh nghiép vé

thai do va chat luong dich vu cong ma cac co quan quan ly nha nudc cung cap.

c. Thanh vién tham gia thu thdp thong tin

Dé c¢6 dugc co so dir liéu vé khach hang, rat nhidu cac bo phan s& phai gop
cong strc va thoi gian, dong thoi cung cap thong tin ma minh biét vé khach hang
cho bd phan quan 1y dit liéu. Tuy nhién, trén thyuc té, ban than lanh dao cdc doanh
nghiép Viét Nam chua thdy duoc tam quan trong cua marketing, ctia hiéu biét
khéach hang va cua co s¢ dir liéu nén ho cling chua c¢6 nhitng chinh sach phu hop
dé khuyén khich va yéu cau cung cap thong tin cho co so dir liéu. Chinh vi thé,
nhiéu bo phan chua sin sang cung cip thong tin ho c6 vé khach hang va ciing chua

c6 thai do thu thap thong tin can thiét.

A Murc d6 tham gia tich cyc ting dan tir 1 t6i 5

3

2

1

0 T T T T T

Phong Nhan Phong ké toan  Phong vat Phongké  Phong R&D  Phong tiéu Phong KD

su tu/mua sim hoach thu/Ban
hang/MKT

Biéu d6 2.4. Mitrc d) tham gia vao viéc thu thap thong tin khach hang
Nguon: Dir liéu diéu tra cia NCS, 2005-2006

Phong kinh doanh 1a phong tham gia nhidu nhat vao viéc thu thap va cung
cap thong tin vé& khach hang cho co so dir liéu, tiép theo 1a phong tiéu thu/ban

hang/marketing. Phong ké toan va phong nhan su c6 muc do tham gia vao viéc thu
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thap thong tin cho co s& dir li¢u 1a it nhat. Tuong tu nhu vay, phong vat tu mua

sam cling tham gia khong nhiét tinh lam vao viéc hoan thién co s¢ dir ligu.

Chinh sy tham gia khong ddy dii va nhiét tinh cta cac phong ban khac nhau
vao xay dung co s¢ dit li€u nén co thé noi, chat luong thong tin va murc do hoan
thién cta cac co sé dit liéu cta cac doanh nghiép Viét Nam 1a khong cao. Diéu nay
hoan toan khéc so véi cac doanh nghiép c6 vn dau tu nudc ngoai va cac tap doan
kinh té 16n. P dén lic, cac doanh nghiép can phai quan triét vai trd va vi tri cia co
so dit liéu vi toan thé can bo cong nhan vién, cac phong ban dé dam bao ring co
so dir liéu vé khach hang s& duoc moi ngudi quan tdm, va viéc hoan thién nd 1a

nhiém vu cua tat ca moi nguoi.

d. Tan sudt cdp nhdt co sé div liéu

Khi duogc héi vé tan suét cap nhat co s¢ dir licu, co 12% s6 cac doanh
nghiép ¢6 co sd dit liéu cho rang, ho cip nhat theo ngdy. Ly do co ban cho viéc
cap nhat thong tin theo ngay 1a do ho quan Iy thong tin bang mdy tinh ndi mang,
chinh vi vay, nhiing thong tin trong co s¢ dir liéu luén duoc cap nhat theo ngay,

tham chi theo gio.

3 Theo ngay
Theo nam 12% Theo tuan

36% 28%

Theo quy ,
heo thang
17%

Biéu d6 2.5. Tan suét cAp nhat thong tin khach hang (theo ty 18 %)
Nguén: Dir liéu diéu tra ciia NCS, 2005-2006

C6 28% cac doanh nghiép cap nhat thong tin theo tuan, 17% cap nhat theo
thang, 7% cap nhat thong tin theo quy va 36% cép nhat thong tin theo ndm. Thuc
ra, cAp nhat thong tin theo ngay, theo tuan ¢ 1& 1a phuong thirc hiéu qua hon ca,

dic biét voi khach hang tiéu dung boi hanh vi mua dién ra thudng xuyén lién tuc.
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Tuy nhién, vo1 mot co s& dit liéu san co, viéc cap nhat thong tin theo thang va theo

quy ciing c6 thé chap nhan duoc.

Noi tom lai, co s¢ dir li¢u cia cac doanh nghi¢p vé khach hang tuy c6 mot
s6 da dugc thiét lap nhung thuc té, chat lugng thong tin la chua cao bdi thong tin
khong nhiéu va it cAp nhat. Tuy nhién, cac doanh nghiép ciing da thiy dugc ¥

nghia cta co so dit liéu va da c6 nhitng ¥ twong dé hoan thién co so dir liéu do.
2.2.2.5.  Cac cong cu marketing truc tiép dang dwoc sir dung

Trén thuc té, hau hét cac doanh nghi¢p Viét Nam da phén nao cé su dung
marketing truc tiép trong hoat dong kinh doanh ctia minh nhung ho chua nhan thirc
dugc ban chat, vai trd ctia né nén hiéu qua chua cao. Cé thé noi, gﬁn nhu 100%
doanh nghi¢p hoat dong déu co nhitng giao dich qua di¢én thoai, 78% céc doanh
nghiép c6 giao dich qua fax. Tuy rang, dién thoai, fax chi 1a nhitng cong cu dau
tién dé doanh nghiép tiép xuc voi khach hang nhung nhiéu doanh nghiép da khai
thac duoc loi thé cua cong cu nay. Bén canh do, quang cdo trén truyén thanh,
truyén hinh, bao chi da va dang 1a nhiing hinh thirc truyén thong wa dung. Thém
nita, cling v6i su phat trién cua cong nghé thong tin, cua internet, cic doanh nghiép
da va dang trong qu4 trinh “tin hoc héa” hoat dong kinh doanh cta minh dé c6 thé
ung dung “thuong mai dién tir”, huéng khong chi téi thi truong trong nudc ma ca

khach hang va doéi tac & nude ngoai.
a. Buu chinh marketing

Mot trong nhitng hinh thtc so khai nhat va it ton kém nhét ctia marketing
tryc tiép chinh 13 giri thu truc tiép, kém to roi/catalog véi co ché thu nhan thong tin
phan hoi tir khach hang, nhung véi ty 18 phan hdi thap, con goi 13 buu chinh
marketing. Tuy nhién, cic doanh nghiép cé thé coi day l1a mot hinh thirc truyén

thong truyén théng néu ho khong nhan duoc thong tin phan hoi.

Buu chinh ciing dugc mot s6 doanh nghi¢p Viét Nam st dung dé lam
marketing keém theo nhiing lo1 ich cho khach hang nhu tdng qua, tang sach hudng
dan hoic co hdi bée tham tring thudng. Mot s6 doanh nghiép tim cach giri thu truc
tiép t6i khach hang kém theo nhiing thong tin vé san pham, doanh nghiép hoic
mau dién thong tin ma khach hang can dién dé nhan duoc qua ting hay wu di.
Cach thirc nay dugc rat nhiéu cac doanh nghiép kinh doanh hang thyc pham cao

cap, sita hay thubc chira bénh 4p dung va dem lai hidu qua twong ddi cao. Cac
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doanh nghiép ludn tim cach thu thap thong tin tir khach hang dé c6 thé tiép can ho
trong nhitng chu ky kinh doanh tiép theo. Mot cach khac khi cac doanh nghiép ap
dung marketing truc tiép 1a viéc doanh nghiép thuc hién cic chuong trinh truyén
thong trén cac phuong tién thong tin dai chung, khuyén khich ngudi quan tam giri
thu hoic cung cap thong tin (c6 thé theo mau) téi mot dia chi hom thu nhat dinh do
doanh nghiép thué ctia Buu dién (thudng 13 Ha Noi hoac Tp. HO Chi Minh). Hinh
thirc ndy dugc cac doanh nghiép cung cip san pham thudc chita bénh chuyén khoa

hoac thuc phém chtric nang su dung nhiéu.

Bén canh d6, mot s nha phan phdi ciing sir dung hinh thirc niy trong qua
trinh kinh doanh. V&i danh sach khach hang luu trir duge, dinh ky, METRO, BigC
hay CARING gui catalog moi nhat ciia minh dén cho khach hang. Tét nhién,
catalog nay ludn c6 phan giéi thiéu san pham mai hodc khuyén mai trong ky va d6
chinh 14 diéu hap din khach hang. Tuy cic doanh nghiép nay chua c6 ké hoach
danh gia hiéu qua cu thé cua timg ky giri catalog nhung ho khing dinh, d6 chinh 1a

cach ho 16i kéo khach hang dén véi cira hang/siéu thi ciia minh.

C6 41% cac doanh nghiép trong nghién ciru nay luon sir dung thu truc tiép
kém to roi/catalog voi co ché thu nhan thong tin phan hoi tir khach hang, 28%
hiém khi sir dung. C6 téi 28% cac doanh nghiép chua bao gio sir dung hinh thirc
nay dé tiép can khach hang chit chua néi gi dén viéc thu nhan thong tin phan hoi tir
khach hang qua hinh thtrc ndy. Trong sd 28% nay, c6 t6i 24% cac doanh nghiép
chua bao gid st dung thu truc tiép kém td roi v6i co ché thu nhan thong tin phan
hoi 1a & cac tinh mién nui phia Bac. Con lai cling 1a nhitng doanh nghiép & céc tinh
nho phia Nam va mién Trung. Cac doanh nghiép & cac thanh phd 16n nhu Ha Noi,
Tp. H6 Chi Minh, Pa Ning hay Hai Phong déu da it nhiéu sir dung hinh thirc nay.

C6 thé thay rang, viéc co ap dung hinh thirc thu tryc tiép hay khong chiu
anh huong rat nhiéu bdi thi truong noi doanh nghiép kinh doanh; khach hang

doanh nghiép hudng ti nhu thé nao; thai do cua lanh dao doanh nghiép vé né.

b. Telemarketing

Thoi dai cong nghé thong tin phat trién nhu ngdy nay cing véi xu hudng
canh tranh hoa nganh buu chinh vién thong da dua dén cho khong chi cac doanh
nghiép ma ca ngudi tiéu dung Viét Nam c6 kha ning s hitu mot vai so dién thoai,
ca c¢b dinh va di dong. Chi trong nim 2007, VNPT da phat trién thém 9,88 triéu

thué bao dién thoai, trong d6 c6 1,02 tri¢u di¢n thoai ¢ dinh va 8,8 triéu thué bao
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di dong, 24000 thué bao CDMA, 58000 thué bao Gphone ning tong sd thué bao
ctia VDNP 1én dén 27,8 triéu dang hoat dong.

Minh hoa 2.5. Ban hang qua dién thoai: D& hay khé?

Khoa hoc k¥ thuat - cong cu trg gitip cho nhan vién kinh doanh, ban hang
khong can giao dich tryc tiép véi khach hang, ma chi can théng qua dién thoai,
Internet. Hinh thtrc ban hang nay ra doi da giai quyét dugc van dé khoang cach,
thoi gian, giup cac doanh nghiép tiét kiém dugc chi phi.

Hién nay, ngdy cang nhiéu doanh nghiép phat trién hé thdng ban hang theo
loai hinh m&i nay. Theo két qua khao sat cua Cong ty Nghién ctu thi truong
Viét, khoang 70% céac cong ty kinh doanh, dich vu ¢ Viét Nam c6 hé théng ban
hang qua Internet va dién thoai. So vé6i kinh doanh truyén thong thi hinh thirc nay
chi phi thap hon, hiéu qua dat cao hon. Uu diém nhat 1a nhan vién khong phai

"phoi mat" ngoai duong, chi can c6 dién thoai la c6 thé lam viéc duogc.

Nguén: Pao Duy, bdo Lao dong, sé6 230 Ngay 21/08/2006.

Cac doanh nghiép coi dién thoai/fax 1a cong cu khong thé thiéu dugc giup
ho c6 thé giai quyét nhanh gon nhiéu van dé ma khong qua ton kém. Pic biét, khi
nganh vién thong tré nén canh tranh hon, gia cudc ré hon va dich vu nhiéu hon, co
nhiéu doanh nghiép thué bao thém sd dién thoai, lap dat may tra 10i ty dong, may

fax dé tiép nhan thong tin tir khach hang va d6i tic nhanh hon, hiéu qua hon.

C6 83,7% cac doanh nghiép cho biét, ho ludn sir dung di¢n thoai/fax dé lién
hé voi ddi tac. Khach hang ciia ho co thé goi dién dén dit hang, phan nan hay tim
hiéu thém thong tin vé san phém va doanh nghiép. 16,3% con lai cho biét, ho co sur
dung dién thoai va fax dé lién lac véi ddi tac 1a chinh, con véi khach hang thi it
hon. B¢ 1a nhiing doanh nghi¢p kinh doanh hang ti€éu dung va ho chua c6 chuong
trinh tra 10i thong tin truc tiép cho khach hang ma chi mot sé khach hang tinh co

goi dién dén dé thac mac ma thoi.

Nhu vy, c6 thé thay rang, hau hét cac doanh nghiép da va dang st dung
dién thoai nhu mot cong cu hd tro chi yéu cho viée lién lac va 1am viéc véi d6i tac
cling nhu khach hang. Nhitng wu va nhuoc diém cta phuong thic nay ciing dugc

khach hang nhan dang mét cach twong ddi rd rang.
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Minh hoa 2.6. Mt s6 vi du vé viéc ap dung marketing truc tiép tai Viét Nam

Cong ty IMTYV ban hang qua dién thoai

Cong ty C6 phan dich vu tu van, thuong mai va dau tu (IMTV Co.) ban
hang qua dién thoai. Pay la cong ty phu trach Tap chi Vietnam Financial
Review (VFR, la tap chi Thoi bdo Tai chinh Vi¢t Nam ban tiéng Anh truc thudc
B6 Tai chinh). V61 n6i dung chinh 1a nhitng danh gia va phan tich thi truong
dau tu ching khoan tai Viét Nam, tap chi VFR dang dan dan khéng dinh duoc
vi tri cia minh trong long dc gia trong nudc va qudc té. Poc gia co thé goi dién
dén toa soan dat bao, thué quang céo... cong ty c6 t6 chic ban hang qua dién
thoai. Khach hang goi dit hang qua sb may 84 4 2780064 (véi 5 line cho). Bén

canh do, website imtv.vn da va dang 1a kénh ban hang chinh cua tap chi nay.
Cong ty TNT express marketing qua dién thoai/fax
Cong ty TNT express (TNT-Vietrans Express Worldwide (VN) Ltd. da st

dung Nién giam dién thoai va nhiing trang vang nhu mot cim nang dé tim kiém
danh sach khach hang tiém nang va gui thu hodc fax dén cho khach hang nhiing

thong tin vé cong ty ciing nhu nhitng dich vu ma cong ty cung cap dé chao ban.
Cong ty VINAGAME véi trang web www.123mua.com.vn

Siéu thi truc tuyén 123mua! cta cong ty VINAGAME chinh thic hoat dong
thang 11/2007 sau mot qué trinh thir nghiém dai. Véi muc tiéu cai thién niém tin
va théi quen mua sdm trén mang, nang cao chat luong phuc vu dé ngudi tiéu
dung s& khong con cam nhan sy khac biét gitra mua sim qua mang hay mua truc
tiép tai ctra hang, dic biét 1a cung cap san phim nhanh chéng va dam bao an
toan. Siéu thi 123mua! nd lyc dé tro thanh ciu ndi gilta ngudi mua sim va cac
nha san xudt trong nudc, dong thoi 13 dién dan thong tin san phdm va gia thanh
dé ngudi tiéu dung c6 nhimg chon lya nhanh chéng va téi wu nhét.

Sau 6 thang hoat dong sé luong hang hoa ban cua Vinagame trén website
www.123mua.com.vn ting gan 50% so v6i thoi diém ban dau, doanh thu ting
khoang 65% mdi thang, san pham da dang, doc déo va gan giii véi nguoi tiéu
dung, ndi dung hap din hon. Hién nay, website dang bay ban hon 8.000 san
pham thudc cac dong hang kim khi dién mdy, sach, hoa, qua luu niém, thoi

trang, thé thao, game, trang sirc, my pham...

c. Marketing qua truyén hinh, truyén thanh va bdo chi (twong tic)

TV, truyén thanh va bao chi cling dugc cic doanh nghiép sir dung trong

truyén thong va trong vong 5 nam gan day, cac thong diép truyén thong trén cac
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phuong tién d6 cling da va dang duoc cai thién nham cung cdp cho khach hang
cong cu hodc co ché dé phan hoi lai thong tin, dé dat mua hang hay don gian 1a dé
thic mac, hoi thém thong tin vé san pham ma doanh nghiép gi6i thidu. Tuy nhién,
ty 1& c6 chwong trinh truyén thong trén TV va dai duoc coi la “marketing truc tiép”
thuc su chua nhiéu. Theo théng ké ctia Trung tim Quang céo va Dich vu truyén
hinh, Dai truyén hinh Viét Nam, chi c6 khoang 3,5% cac thong diép quang céo
trén truyén hinh c6 thé dugc xem 1 marketing truc tiép véi ndi dung kéu goi khach
hang huéng (mg nhanh chong va truc tiép téi nha nguoi thyc hién chuong trinh
quang cdo. Cac chuong trinh quang cao trén phat thanh thi ty 1¢ cac thong di¢p

kiéu marketing truc tiép nay con thap hon.

Trong két qua diéu tra khao sat cia NCS vé mirc d6 st dung TV dé quang
c4o v6i co ché thu nhan thong tin phan hdi, ¢6 42 % doanh nghi¢p cho réng, ho
chua bao gio st dung, 19% sb doanh nghiép cho ring, ho dang ting st dung
nhung nay khong con st dung nira. Con 39% cac doanh nghi¢p da va dang st
dung. Hau hét cac doanh nghiép dang sir dung hinh thirc ndy c6 tru s& & cac thanh
phé 16n va ho thuong cung cap cho khach hang sé dién thoai lién hé trong cac

thong di€p quang céo trén TV cia minh.

S¢ di c6 19 doanh nghiép da tung ap dung hinh thirc nay nay khong con ap
dung nita bdi ho cho rang, tac dung cua hinh thirc nay khong c6 hodc rat it. Chi phi
quang céo trén TV véi ho lai rt cao, chinh vi thé, chi sau vai chuong trinh, ho da
khong con ap dung hinh thirc nay nita. Tuy nhién, van con kha nhiéu doanh nghiép
da va dang tiép tuc st dung hinh thirc nay béi ho nhan thirc dugc nhiing uu diém,

nhiing loi ich ma hinh thirc nay c6 thé mang lai cho ho.

d. Internet marketing

Sy phat trién manh mé& cta cong nghé thong tin néi chung ciing nhu cua
mang internet ndi riéng da dem lai nhiing Ung dung to 16n trong cong tac
marketing. Internet marketing giup rut ngan khoang cach, phép nhiéu ngudi mua
va ban bo qua nhiing khau trung gian truyén thong; kinh doanh toan cau, cho phép
tiép can vai thi truong toan cau; tiét kiém thoi gian, cho phép truy cap va giao dich
v6i khach hang 24 gio mot ngay va 7 ngay trong tuan; tiét kiém chi phi, chi voi
1/10 chi phi so véi marketing truyén thong, internet marketing dem lai hiéu qua

gap doi do dén dugc voi nhiéu ngudi hon va mang tinh tuong tac cao hon.
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Minh hoa 2.7. Nguwoi st dung internet tai Viét Nam ting nhanh

Trong mot chuyén di dén Ha Noi v6i muc tiéu du lich, mdt nhom chuyén gia
méy tinh cta cong ty tu van kinh doanh qua mang Peacesoft da chon Viét Nam la
noi 1am viéc cia minh béi ho rat bit ngd vé sb lwong va kha ning st dung Internet
cua nguoi Viét Nam. Ho cho biét, quan sat thuc té cho théy, ¢ nhiéu nguoi su dung
internet 5-7 tiéng mdi ngay, va chu yéu ho quan tdm dén cac van dé xa hoi. Chuyén
gia d6 da két luan sau 2007, Viét Nam s& vuot cac nude lang giéng vé s6 ngudi st

dung internet.

Nguén: http://www.vietnamnet.vn/cntt/2006/02/538092

Tuy nhién, d6 1a trén goc do 1y thuyét. Khong phai doanh nghiép nao ciing
nhan ra lgi ich ciia marketing trén internet. Chinh vi thé, sé cac doanh nghiép co
cac hoat dong dugc coi la internet marketing khong nhiéu. Biéu do sau thé hién s

luong cac doanh nghiép co6 thuc hién cac hoat dong duogc coi la internet marketing.

Cé trang web riéng | 43.62%
Trao dbithong tin véi khach hang qua email | | 49.29%
Web dugc thiét ké dé nhan thong tin truc tiép | | 41.84%
Co6 nhan dugc thu ciia khach hang qua web | | 37.59%
Trang web dugc link vi cac trang tim kiém | | 24.11%
Phuc dap thu cho khach hang qua web | | 20.57%
Tu dong luru lai thong tin trén may tinh 7:| 18.09%
C6 co ché tra 10i ty dong qua web 7:| 14,187 Y 1€ doanh nghi¢p tra o1 6™

Biéu dd 2.6. Mitrc d9 sir dung internet marketing

Nguon: Dir liéu diéu tra cia NCS, 2005-2006

Trong nghién ctru nay, co6 td1 hon 40% céac doanh nghié¢p co6 trang web riéng
nhung trong d6 chi c6 38% cac trang web c6 duoc thiét ké dé doanh nghiép c6 thé
thu nhan thong tin phan hdi truc tiép tir khach hang va c6 21% cac doanh nghiép
da ting nhan duoc thong tin phan hoi ciia khach hang qua web nhung lai chi ¢6

21% cac doanh nghiép phtc dép lai thong tin cia khach hang qua web.

C6 khoang 24% cac doanh nghiép co trang web dugc két ndi voi cac trang

cht chuyén tim kiém thong tin khac. Con lai, cic doanh nghiép c6 web ciling chua
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tim cach dé trang web ciia minh hién dién trén cac trang chu tim kiém théng tin
nhu google.com, yahoo.com hay vinaseek.com... Chinh vi vay, co hoi dé trang

web cua doanh nghi€p dugc nhi€u nguoi biét té1 chua cao.

Minh hga 2.8. Cong ty Dét Phong Phu véi catalog marketing

Dai dién cong ty dét Phong Phi cho biét, viéc ing dung marketing truc tiép cta
cong ty van tap trung manh vao e-catalog. Cong ty xay dung mot bo phan riéng,
chuyén 1am nhiém vu thu thap dia chi web va email roi thong qua d6 gt e-catalog
dén khach hang dai tra. Panh gia vé hiéu qua thi 100 e-catalog gui di chi hdi 4m
dugc vé 1-2% lugng dbi tac mudn tién hanh giao thuong, nhung quan trong 1a cac
san pham cta ho trén e-catalog duge dong dao dbi tic nhan va tham khao bat ctr khi
nao ho can. P6 1a mot trong nhimng yéu té dong gbp thanh cong vao hoat dong kinh
doanh ctia Dét Phong Phu.

Viéc khach hang chua biét t6i trang web ctia doanh nghiép chinh 14 rao can
16n nhat dé doanh nghiép co thé thuc hién dugc website marketing. Diéu quan
trong 1a doanh nghiép phai lam sao dé khach hang biét téi nhiing thong tin vé
doanh nghiép qua web, dong thoi, néu khach hang c6 phan hoi, doanh nghiép phai
¢ co ché phuc dap lai nhitng thong tin cua khach hang, cam on khach hang ciing

nhu tra 101 cho khach hang nhitng théng tin ma ho can.
Minh hoa 2.9. Miu don dit tuian bao Thoi bao Kinh té Sai gon trén website
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Email cling 1a mgt cach hiéu qua dé lién hé véi khach hang trén nén tang
internet. Doanh nghiép c6 thé chua c6 trang web riéng nhung van dung dugc email
dé lién lac thudng xuyén voi khach hang. Pay 1a mot trong nhitng cach hitu hiéu
dé lién lac véi khach hang ¢ khap moi noi trén thé gidi, dac biét 1a khach hang

cong nghiép hodc khach hang c4 nhan tré tudi.

C6 161 50% s6 doanh nghiép dugc hoi co email dé lién hé v6i khach hang,
21% c6 co ché tra 15i thu dién tir va cling c6 kha nang luu lai thong tin vé khach
hang trén may tinh mot cach tu dong. Thuc ra yéu cau nay khong qua khé nhung
néu doanh nghiép c6 dau tu doi chit thoi gian, tién bac cho phan mém CRM va ¢
mot vai chuyén gia cong nghé thong tin dé quan 1y va diéu hanh hé thong may tinh

cua doanh nghiép.

Minh hoa 2.10. Céng cu tim kiém chinh thirc ciia Viét Nam

Internet Explorer — 1o x|
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O Viét Nam, mot cong cu tim kiém cua Viét Nam d3 duoc gid1 thi¢u véi
dia chi monava.vn, canh tranh truc tiép voi google.com, do 1a monava véi
dia chi truy cdp chinh thirc la www.monava.vn. Sau hon 2 thang thu
nghi¢m, cong cu nay da thé hién duoc strc hut cua né véi hon 22000 luot
truy cdp mdi ngay. Cong cu ndy cé thé tim kiém 5 loai thong tin: website

thong thuong, tur dién, ban nhac, hinh anh va nhan tin mién phi (sms).

Hién nay, cung v&i sy phét trién cua cong nghé thong tin, internet trd nén
gan giii v6i nguoi dan Viét Nam hon bao gio hét va do ciing chinh 1a Iy do ma cac
doanh nghiép Viét Nam da va dang coi internet marketing va thwong mai dién tir 1a
mot trong nhitng phuong tién kinh doanh quan trong. Theo mét nghién ctru ciia B

Cong Thuong (trude day la BO Thuong mai), cd td1 95% cac doanh nghiép trong
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d6 c6 ap dung thuong mai dién tir v6i website va co ché lién lac voi khach hang
qua email. Piéu d6 chimg t0, thuong mai dién tir va internet marketing da va dang
duge dua vao nhu cic cong cu co ban giup doanh nghiép thiét 1ap va duy tri mdi

quan hé vé1 khach hang.

X4y dung website cling 1a mot hudng di ma nhiéu doanh nghiép dang quan
tam dé quang ba thuong hiéu va thuc hién cac viéc giao dich thuong mai,
thanh toan truc tuyén. Theo bao cao cua VCCI, thi ty 1€ linh vuc kinh doanh
c6 website 16n nhat thudc vé nganh ngan hang, tai chinh voi 88,9%, theo
sau do6 1a du lich véi 65,2%. Trong khi con ) nay & linh vuc kinh doanh thu
cong my nghé lai rat thap, chi dat 26,3% [14].

bac biét, cac doanh nghi¢p st dung website mai chi quan tam téi viée gioi
thiéu doanh nghiép trong khi muc dich giao dich thuwong mai dién tir chi co
khoang 36,7% (nim 2007) va thanh toan tryc tuyén moi chi dimg ¢ muc
4,8% (nam 2007).

VCCI ciing di thong ké hién nay chi c6 64,5% doanh nghiép co website tién
hanh cap nhat thong tin trén website hang ngay, chi c6 12,7% doanh nghiép
1a cap nhat hang tudn va co t&i 16,2% doanh nghiép hau nhu khéng cip
nhat. Ly do duogc nhiéu doanh nghi¢p dua ra la chi phi cao, khé quan tri,
mic nhiéu 15i vé bao mat va sir dung. Pac biét, c6 nhitng doanh nghiép e
ngai tam 1y bi phu thudc vao ddi tac xay dung website hodc bi phu thudc
vao nhan vién phong CNTT[14].

2.2.3. Ddnh gid ciia doanh nghiép vé marketing truc tiép

2.2.3.1.  Uu diém clia marketing truec tiép

Cac doanh nghiép da va dang ap dung marketing truc tiép bai ho d nhan
thirc dugc hinh thirc nay c¢6 mot sd nhing vu diém. Viéc khai thac nhitng wu diém
nay sé& dem lai cho doanh nghiép nhiing loi ich nhat dinh. Tuy nhién, nhan thirc
ctia cac doanh nghiép vé marketing truc tiép va vu diém cta no ciing chwa that su
chinh xé4c; dong thoi, khong phai doanh nghiép nao ciing nhan ra duoc nhitng uu

diém do.

Pa s6 (trén 60%) cac doanh nghiép duoc héi cho rang, marketing truc tiép
¢6 kha ning nham ding d6i twong khach hang muc tiéu; gitip cho doanh nghiép co

thé do luong duogc két qua cua hoat dong nay (55,67%); va dac biét, né co thé gitp
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cho doanh nghiép thu thap duogc thong tin chinh xac do khach hang cung cap
(85,46%). Ngoai mot s6 wu diém ndi troi trén, theo cac doanh nghi¢p marketing
truc tiép con ¢6 cac vu diém khéac nhu, c6 duogc phan Uimg cua khich hang nhanh
chong, dé thuc hién va c6 kha nang ca nhan hoéa td1 tirng khach hang. D6 chinh la
nhimg vu diém co ban va 1a nguyén nhan chu yéu dé cac doanh nghiép tiép tuc ap
dung cic chuong trinh marketing truc tiép trong hoat dong kinh doanh. Bang sau

thé hién ty 1€ cac doanh nghiép nhan thirc duogc wu diém cua marketing truc tiép.

Bang 2.6. Ty 1é doanh nghiép nhén thirc dwgc wu diém ciia marketing true tiép

Nhirng wu diém Ty 18 %
1. DE thyc hién 34.40
2. Cb6 thé thu thap dugc thong tin chinh xac do khach hang 85.46
3. Tiét kiém chi phi 26.60
4. Canhan hoa dén timg khach hang 30.85
5. Dé dang danh gia duoc két qua 55.67
6. Nham dtng dbi trong muc tiéu 60.28
7. Khong bi gidi han bo1 khong gian 26.24
8. Tao hanh dong huong g cia khach hang 38.65
9. Khong bi gidi han béi thoi gian 23.76

Nguon: Dir liéu diéu tra cia NCS, 2005-2006

Nhu vay, marketing truc tiép dugc cac doanh nghiép nhan thirc 1a c6 khong
it vu diém. Pic biét, wu diém vé kha ning thu thap thong tin tir phia khach hang.
Pay chinh 1a diéu dic biét cuia marketing truc tiép va 1a co sd dé cac doanh nghiép
danh gia hiéu qua cia mdi chuong trinh marketing duoc 4p dung. Nhu da trinh bay
& chuong 1, rit nhiéu nha quan 1y Viét Nam e ngai khi chi tién cho cac hoat dong
marketing béi né “khong dem lai mot két qua rd rang trong bang can ddi tai
chinh”. C6 nhiéu ngudi coi marketing nhu 13 hoat dong dau tu dai han (va vé mat
ban chat, dung 1a nhu vdy) va véi 1y do doanh nghiép nho, méi tham gia kinh
doanh, ho khong chi cho marketing. Thé nhung, v6i marketing truc tiép, do kha
nang danh gia hiéu qua cua cc chuong trinh, chién dich nén nhiéu doanh nghiép
da va dang san long chi. Hon nita, chi phi cho cac chuong trinh marketing truc tiép
thuong khong qua cao nhu quang cdo don thuidn nén marketing tryc tiép da va
dang duoc cac doanh nghiép SMEs (chiém tdi hon 80% s cac doanh nghiép Viét

Nam) thuc hién.
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Minh hoa 2.11. Uu diém ciia viéc ban hang qua mang 123mua! cia Vinagame

Diém ndi bat nhat cia 123Mua! 13 ngoai cac phuong thirc thanh toan
thudng c¢6 & mot sd trang web thuong mai dién tir khac trong nudc nhu chuyén
khoan, chuyén tién qua ATM, ngan hang, buu dién... dich vu nay con tan dung
loi thé ¢6 sin trén thi truong cia VinaGame vé cac loai thé cao tra trude nhu dé
ap dung nhu mdt phuong thuc thanh toan riéng bi€t danh cho 123Mua! Khach
hang cta 123Mua! ¢ thé nap cac thé tra trudc vao tai khoan ctia minh va sir
dung sb tién trong tai khoan dé thuc hién viéc giao dich. Pay 13 phuong thic
thanh toan méi va hiéu qua v6i nhiéu khach hang khong quen thudc hoic chua
bao gio str dung cac dich vu cuia ngan hang, t8i wu hod thuan loi cho khach hang

va gop phan giup ngudi Viét Nam 1am quen véi thuong mai dién tir.

Mot vu diém khéc nita ctia marketing truc tiép ma nhiéu doanh nghiép nhan
ra 12 tao ra huong tmg cta khach hang, truc tiép toi doanh nghiép. Huong tmg cua
khach hang truc tiép t&1 doanh nghiép s€ tao ra dong luc cho nguodi thuc hién no6 va
nha quan tri ciia doanh nghiép ciing s& c6 dong luc dé tiép tuc cac chuong trinh

tiép theo.

Uu diém ciia buu chinh marketing

C6 nhiéu 1y do dé nguoi ta st dung phuong thirc gii thu truc tiép kém
catalog nhu mot hinh thire marketing tryc tiép dau tién. C6 thé noi, day 1a phuong
thirc d& thuc hién nhat, voi chi phi ton it nhat. Bén canh d6, véi mot co so dir lidu
khach hang 6 rang, doanh nghiép lai c¢6 thé “tang hinh chién luogc” boi chi giri thu
dén cho nhing khach hang tiém ning nhat ma thoi. Tuy nhién, khong phai doanh
nghiép nao ciing nhan ra nhitng wu diém d6 ciia phuong thirc nay. D6 chinh 1a mot
trong nhitng 1y do dé cac doanh nghiép khong ap dung hinh thic nay trong kinh
doanh.

C6 52,5% cac doanh nghiép cho rang, phuong thic giri thu truc tiép kém
catalog dé thyc hién. Viéc tim kiém thong tin vé dia chi dé giri thu khong dén mirc
qua kho, dac biét, voi nhiéu doanh nghié¢p, ho khong tim cach gui thu dén ding
khach hang tiém nang nhat ma ho thuong liy danh sach dia chi & dau d6 roi giri

mot cach 0 at.

Uu diém thtr hai cia phuong thic nay theo cac doanh nghiép trong nghién
ctru cho thay, d6 chinh 1a chi phi thuc hién thip. C6 40,1% doanh nghiép dong y

v6i nhan dinh nay. C6 thé noi rang, chi phi dé thuc hién viéc nay 1a khong cao, dic
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biét khi doanh nghi€p khong guri thu qua buu chinh ma thué mgt nhém sinh vién di
phat td roi toi ting nha, timg vin phong. Ciing c6 nhiéu doanh nghiép, cira hang
ban san pham tim téi nhitng noi tap trung déng ngudi nhu trudng hoc, noi giri xe &
cac khu mua sdm, cong vin phong 1am viéc... dé phét td roi/catalog ¢ ghi dia chi,

dién thoai ctia doanh nghiép dé khach hang lui toi hay goi dién.

Cac doanh nghiép ciing c¢6 thé giri thu néu da cé dia chi chinh xac cua
khach hang. Phuong 4n nay ton kém hon (ca vé thoi gian va tién bac) véi phuong
thire ké trén nhung bu lai, nd cho khach hang cam giac yén tdm va tin tuong hon.
Déng thoi, nhitng 14 thu dugc cd nhan hoa hon, thé hién cam giac tran trong khach
hang hon. Cac uu diém khac ciing dugc khach hang dé cap, vi du nhu, thong tin
chinh x4c hon béi nhiing thong tin thu thap duoc do chinh khach hang cung cap.
Pong thoi, viée gui thu nhu vdy ciing nhanh chdng va thuén tién, khong qua kho
khan.

Uu diém ciia telemarketing

Uu diém 16n nhit cua telemarketing chinh la nhanh chéng va thuan tién.
Nhiing thong tin dugc trao doi gitta doanh nghiép véi khach hang truc tiép, nhanh
chong. Khi d6, doanh nghiép c6 thé giai ddp nhitng thic mac cia khach hang dé

day nhanh quyét dinh mua cua ho.

Uu diém tht hai ciia phuong thirc nay chinh 1a dé thuc hién. Hién nay, tat
ca cac doanh nghiép, cic co quan déu di co dién thoai va fax. Cac khach hang
cling vay, voi viéc tim hiéu duoc thong tin qua dién thoai, ho khong mudn mat thoi
gian di lai v6i day rdy rui ro trén duong dé di dén quyét dinh mua. Viéc tra 10i thac
mic hodc giai quyét don hang cua khach hang qua dién thoai 1a giai phap toi vu
vira dap ung nhu cau khach hang, vira tao diéu kién cho doanh nghiép thu thap

dugc nhiéu thong tin vé khach hang hon.

Uu diém ciia marketing truyén hinh, truyén thanh marketing twong tic

Quang c4o trén truyén hinh c6 nhiéu wu diém. Uu diém 16n nhat cia viéc
quang c4o trén truyén hinh chinh 13 kha nang tiép can dugc véi nhicu déi tuong
nhan tin tiém nang. C6 thé noi, ty 1é cac gia dinh c6 TV ¢ Viét Nam bay gio 1a kha
16n, chiém mot ty trong khong nho. Bén canh do, thoi gian ma ngudi tiéu ding
danh cho viéc xem TV di va dang ting 1én t6i 3-8h/ngay. Can khang dinh rang,
khong phai toan b thoi gian do6 khach hang danh riéng cho viéc xem TV. Nhung,

trén thuc té, TV cua khach hang ludn trong trang thai hoat dong va thong tin tir
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nhimg chuong trinh quang cdo c6 thé dén dugc v6i khach hang, ké ca khi khong

cha y lang nghe.

C6 thé noi, truyén hinh 1a mot phuong tién truyén thong twong d6i manh boi
n6 mang lai cho ngudi thuc hién quang cdo kha ning truyén tai ca 4m thanh, mau
sdc va hinh anh sdng dong. Bén canh d6, c6 mot s doanh nghiép cho rang, quing
c40 qua truyén hinh it bi gigi han bai khong gian. Tuy nhién, can hiéu, khong gian
& day 1a mot dia ban nao d6. Mot hang truyén hinh thudng tim cach phu song hét
hodac vuot qua khu vuc dia phuong cua ho. Pac biét, voi dai truyén hinh Viét Nam,
mot thong diép quang cdo sé dén duoc vai tat ca cac dia phuong cia ca nudc, doi
khi ca nguoi Viét Nam & nudc ngoai. Pay ciing 1a mot uu diém khong thé bo qua

clia phuong tién truyén hinh trong truyén thong.

Thuc ra, cac doanh nghiép cho réng, hién tai, & Viét Nam do chua co6 cac
kénh truyén hinh ban hang truc tiép nén cac chuong trinh quang céo co cung cip
thong tin chi dugc sir dung nhu mét hinh thirc thir nghiém chir doanh nghiép ciing
khong ky vong nhiéu vao hiéu qua doanh sé ma phuong thirc ndy mang lai cho ho.
Tuy nhién, do cong nghé thong tin va truyén hinh phat trién, theo kinh nghiém tai
mot s6 qubc gia khac, xu huéng thué kénh truyén hinh riéng dé ban hang 1a phu
hop véi thoi dai. O Viét Nam chua c6 dich vu nay nén cac doanh nghiép van chua

¢0O co hoi dugc thir stre va kinh doanh véi no.

Minh hga 2.12. Internet tai Viét Nam: Thi trwong ting truwéng néng

Theo bao céo cua VNPT, tinh dén thang 7 nim 2006, sé thué bao internet
tai Viét Nam da dat con s6 3,688 triéu thué bao internet, tang gf?m 800.000 thué
bao so v6i cudi nam 2005.Thi trudng internet ciing phat trién rat nhanh, binh
quan nim sau cao gan gip d6i so v&i nim trudc ké tir khi dich vy nay tham
nhap vao Viét Nam tir cudi nam 1997.

C6 chin doanh nghiép cung cip dich vu internet dang hoat dong, trong do
VNPT chiém 42,63% thi phan, FPT 23,86% va Viettel 18,02%. Dén cubi thang
7/2006, Viét Nam co trén 3,688 triu thué bao internet, ting gz‘?ln 800.000 thué
bao so véi cudi ndm ngoai. Sd nguoi st dung dich vu nay khoang 13,4 tri¢u,
tuong duong 16% dan sb va ngang véi ty 1& sir dung internet binh quéan cta thé
giéi. B6 Buu chinh Vién thong du bao sb nguoi sir dung internet cta Viét Nam

nam 2010 c6 thé dat 35% dan sb.

Hién nay, nhu ciu thué bao internet bing théng rong dang co xu huéng
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taing manh, dit cic nha cung cap dich vu vao tinh trang cung khéng dap tng du
nhu cau. S6 nguoi sir dung 14 12.911.637, ty 1 ngudi dung internet trén 100 dan
dat 15,53%. Tong dung lugng kénh két nbi qudc té cua Viet Nam: 4.080Mbps.
Tong s tén mién Viét Nam 18.530. Cho dén nay, tit ca 64/64 tinh, thanh phd
da hoan thanh xong chuong trinh dua internet téi cac truong Pai hoc, Cao dang
va THPT trén dia ban tinh, thanh phé (nguén VNPT va B Gido duc va DPao

tao), chuong trinh nay d hoan tat vao cudi nam 2003.

Nguén: Mang théng tin khoa hoc va Céng nghé Tp. Ho Chi Minh

Uu diém cua internet marketing

Uu diém dau tién cia internet marketing chinh 13 tinh phu hop véi thoi dai
cong nghé thong tin khi luong ngudi ding ngay cang ting 1én. Co thé noi, viéc Gng
dung internet marketing tré nén can thiét boi ngay nay, con nguoi néi chung va
ngudi tiéu dung noi riéng tai cac nude phat trién da c6 duoc thoi quen “lang thang
trén mang” dé tim kiém thong tin. Viéc tim kiém thong tin nay c6 thé duoc thuc
hién dé hd tro cho viéc mua hang va d6i khi, no phuc vu thing cho viéc mua hang.
Téc d6 ting truong cla internet tai Viét Nam di va dang ting 1én nhanh chéng,

gap gan 1,5 1an sau mo1 nam.

Minh hga 2.13. Ban hang qua mang tai Tp. HCM

Thuc ra, hoat dong mua sim qua internet da xuét hién & TP. Hd Chi Minh
tir cudi nam 1998, nhung thoi diém d6 ngay ca thuat ngir mua sim hang qua
mang ciing con rat mi mé. Tuy nhién, trong khoang thoi gian 3 nim tro lai
day, c6 rat nhiéu doanh nghiép da biét sir dung loi thé cua internet dé tao cho
minh mot showroom.

Trong s6 cac doanh nghiép chuin bi kha ky vé thuong mai dién tir, phai ké
dén Cong ty thuong mai An Dan. Pay 1a mot trong nhiing cong ty di dau trong
hoat dong ung dung cong nghé thong tin vao kinh doanh. Cong ty nay hién
dang c6 trong tay 4 website kinh doanh trong cic linh vuc bat dong san

(www.nhaxinh.com.vn), du lich (www.gamitravel.com.vn), 6 t6, xe may

(www.vnmotors.com.vn) va tranh, anh ngh¢ thuat (www.gamifineart.com.vn).

Ké d6 1a sy gop mat cua chg nhac (www.aucomusic.com), véi chirc nang

mua ban, chuyén nhuong ban quyén tic pham 4m nhac; cho dién thoai di dong

(www.thegioimobi.com) cling tré nén s61 dong nho suc ti€u thu cua thi truong

phat trién dén chong mit...; cho sach (www.sachviet.com.vn) ra doi ciing thoa

long cac cu dan mang, cac ddc gia mudn tim ki€ém thong tin vé nguén sach mai.
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S6 nguoi st dung internet tai Viét Nam da tang lén t&i con s6 trén 12 triéu
ngudi chimg to mirc do hap dan cua loai hinh cong nghé nay. Thoi gian doc béo
gidy, xem tivi hay tham chi di ra ngoai thu gidn ctia nguoi dan dang ngdy mat it di.
Thay vao d6, ngudi ta ¢ thé ngdi hang gid trude may tinh, bang cac thao tac thanh
thao, ho “ludt web” va tim hiéu thong tin, mua sdm céac san phém ma minh cén.
Céc doanh nghiép khong thé thd o véi xu hudng nay boi né di va dang lam thay
d6i hanh vi mua hang ciling nhu théi quen tiéu dung cua khach hang. Néu khong,

ho s& dé dang bi lac hau.

Uu diém tht hai cta internet chinh 1a n6 giup doanh nghiép tiép can véi
khach hang mdt cach nhanh chong va thuan tién. Khach hang co thé lién hé véi
doanh nghi¢p bat ky khi nao ho can, ho mudn va ho ¢ thé, khong bi gidi han béi
khong gian va thoi gian. Pong thoi, bang viéc yéu cau khach hang cung cp thong
tin, doanh nghiép ¢ thé co duoc thong tin vé khach hang mot cach nhanh chong

nhat, hiéu qua nhat va ciing cap nhat nhat.
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céap nhat khoéng gian thuan tién

va thoi gian

67.73%

46.81%

39.36%

Biéu d6 2.7. Uu diém ciia internet marketing

Nguon: Dir liéu diéu tra cia NCS, 2005-2006

Bén canh d6, internet marketing con c6 kha ning giup doanh nghiép tiét
kiém dugc céac chi phi phat sinh cho viéc quang céo trén cac phuong tién thong tin
dai chung hay sir dung qua nhiéu nhan vién... TAt nhién, viéc quang céo trén cc
phuong tién thong tin dai chung ciing van can thiét dé dam bao rang, khach hang
¢4 nhan thirc vé san phém va doanh nghiép, déng tho1, ho nhan ra sy hién dién cua
doanh nghiép. Nhung, doanh nghiép co thé thuc hién duoc muc tiéu tiét kiém chi
phi cho cac chuong trinh truyén thong nhic nho, thuyét phuc boi thong tin trén

web, trén cac blog hay email ma doanh nghiép cung cap cho khach hang.
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Nhu viy, trong nhan thic cta cac doanh nghiép, marketing truc tiép cé
khong it vu diém, nhiing vu diém nay néu tan dung dugc co thé dua dén cho doanh
nghiép nhiing lgi thé ddng ké. Tuy nhién, vin c6 mot sé doanh nghiép chan chir

trong viéc ap dung hinh thirc ndy. Vay nguyén do la dau?
2.2.3.2.  Nhuoe diém ciia marketing true tiép

Bén canh nhitng wu diém noi troi néu trén, cac doanh nghiép ciing da nhan
thirc dugc mot sd nhuoc diém cua marketing truc tiép. Nhuoc diém dau tién va co
ban nhat cua marketing truc tiép d6 chinh 1a n6 doi hoi nhiéu diéu kién khac nhau,
dic biét 1a diéu kién moi truong vi mo, ngoai tim kiém soat ctia ting doanh nghiép
don 1é. Mot méi truong kinh doanh thiéu 1anh manh, khong dugc dinh hudng, co
so ha tang vé cong nghé thong tin yéu kém ciing nhu quan 1y thiéu hiéu qua thi

khong thé tmg dung marketing truc tiép.

Minh hga 2.14. Khé khin ctiia doanh nghiép Viét Nam véi internet marketing
Chi Nguyén Thi Ctc, Giam dbc diéu hanh website www.heavengate.us
chuyén kinh doanh nganh thu céng my nghé cho biét, kho khin 16n nhat khi ap
dung internet marketing chinh 1a hacker. Tuy nhién, néu "s¢” hacker thi cong ty
chi d4 khong dam kinh doanh qua internet, va khong thé c6 dugc con dudng ngin
nhat ra "bién 16n". Chi tiét 16, dé thanh cong bang internet, cic doanh nghiép phai
"c6 lira", dam 1am, d4m mao hiém thi méi c6 thé hoi nhap voi kinh té toan cau.
Ong Nguyén Hoa Binh, Tong Giam ddc www.chodientu.vn, ctia Quy dau tu
tap doan IDG (My) khang dinh, chic chén, thoi gian dau thyc hién cac hoat dong
kinh doanh qua mang, chic chéin s& gap nhiéu khé khin, dic biét nhirng bt on tir
hacker. Nhung, “Hack thi cr hack, 1am thi ¢t lam. Chang 1& minh "bo tay"?”’[39]

Bén canh d6, viéc dau tu dé c6 mot co so dit liéu khach hang hién con la
van dé mdi mé va “ngoai suy nghi” ciia khong it cac doanh nghiép Viét Nam, dic
biét 1a cac doanh nghiép nho. Mot s6 ngudi cho rang, mdt doanh nghiép nho,
khong thé ap dung marketing truc tiép boi né doi hoi von dau tu ban dau kha 16n
vao co so dit liéu khach hang. Hau hét cac doanh nghiép Viét Nam 1a nho va vira,
chinh vi thé, ap dung marketing truc tiép 1a chua can thiét. Tuy nhién, néu biét
khai thac nhitng thong tin hién c6 va cap nhat co so dir liéu khach hang, chic chin
day khong phai 1a van dé 16n véi cac doanh nghiép Viét Nam khi hau hét ho 1a cac

doanh nghiép nho, co cAu gon nhe va maéi thanh 1ap.
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Ngoai ra, marketing tryc tiép thudng yéu ciu khach hang thanh toan qua
ngan hang hodc qua mang. Tuy nhién, phuong thirc thanh toan kiéu nhu vay & Viét
Nam la chua phu hop béi xa héi Viét Nam trong hi¢n tai van 1 “xa hoi tién mat”.
Khach hang nguoi tiéu dung chua quen véi viée thanh toan qua thé, dac biét, ty 1€
ngudi co thé thanh toan dd khong nhiéu va sd ngudi thuc sy c¢6 thanh toan qua
mang lai 1a con s6 nho hon rat nhiéu. T 2003, do yéu cau cua hoi nhdp kinh té
qudc té, cac ngan hang Viét Nam méi bat dau chuong trinh phat trién thé nhung ty
1€ thé ngan hang hoat dong khong cao. Bén canh do, nhitng quy dinh ctia nha nudc
vé thanh toan qua thé cting nhu van dé an ninh thé con chua thuc su duge dam bao
nén niém tin ctia khach hang vao thanh toan thé chua cao. Vi chi thi s6 20 cia
Thu tudng (24/8/2007), sau ngay 1/1/2008, s tai khoan thé hoat dong tang 1én dot
bién va diéu nay ciing giy phién toan cho khong it chu thé. Pén ngay linh luong,
hau hét cac may ATM déu qua tai, hét tién hoic hang hang nguoi dimg cho dé rat
tién trong khi s6 may ATM d4 it, s6 may con hoat dong lai it hon. Diéu nay dic

biét khong duoc huong tmg khi cong chirc phai di xa méi téi noi rat tién[37].

Nhuwoe diém ciia buu chinh marketing

Vé mit Iy thuyét ciing c6 thé nhan ra nhimg nhuoc diém cua phuong thic
gui thu truc tiép. Co 18, chinh vi thé, cac doanh nghiép du chua sir dung hinh thirc

nay bao gio nhung cling da c6 nhitng e ngai vé viéc st dung cong cu nay.

Nhuoc diém 16n nhat cta phuong thirc ndy theo danh gia cia cic doanh
nghiép chinh 1a phan 16n khach hang thudng bo thu di ngay khi nhan ra d6 1a thu
gidi thiéu san pham, trir khi d6 1 san phdm ma khach hang dang rat quan tam. C6

t61 80% doanh nghiép trong mau nghién ctru dé cap t6i nhugc diém nay.

Nhuoc diém 16n tht hai cua phuong thic nay chinh 1a ty 1& tra 101 cua
khach hang con rat thap. Nhung nhu d3 trinh bay & trén, néu khong c6 dugc v kién
tra 10i cta khach hang thi doanh nghiép c6 thé coi d6 1a quang céo hay truyén
thong truyén thong. Viéc cung cp cho khach hang thong tin vé san pham va doanh
nghiép 1a rat can thiét dé c6 thé tao dugc cho khach hang ¥ niém vé mot nha cung

cap ton tai.

Mot nhuoce diém khac nita ciia phuong thirc nay chinh 1a chi phi in 4n va
thiét ké. Chi phi nay khong chi duoc tinh bang tién ma ca thoi gian va nd luc cia
mot nhém, tham chi ca doanh nghi¢p dé co duoc to roi nhu mong muén, thé hién

dugc triét 1y kinh doanh, phu hop véi khach hang ddng thoi truyén di dugc thong
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tin vé san phém mot cach hi¢u qua. Mot to roi/catalog dugc thiét ké kém c6 thé tao
nén anh hudng tiéu cyc t6i thai 6 cta khach hang ddi v6i doanh nghiép. Chinh vi
vay, thoi gian, nd luc va cong stc ciia nha quan 1y phai di kém v6i nhimg hiéu biét

that tinh té vé khach hang dé dam bao thong tin c6 hiéu tng tot.

Nhuwoe diém ciia telemarketing

Bén canh nhimg wu diém d3 trinh bay ¢ phan trudc, marketing qua dién

thoai cling co nhiéu nhugc diém, duge thé hién qua biéu d6 2.8 sau day.
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Biéu d6 2.8. Nhwoc diém ciia telemarketing

Nguén: Nghién civu ciia NCS, 2005-2007

Theo nghién ctru, co6 té1 55,32% s6 doanh nghié¢p cho réng, vO1 dién thoai,
ho kho c6 thé trao d6i hét nhiing thong tin can thiét. Bén canh do, chi phi cho di¢n
thoai cling tuong ddi cao. Nhan dinh nay dugc 48,58% s6 doanh nghiép déng tinh.
Bén canh do, viéc khach hang chua chic d3 c6 dién thoai, khach hang khong thich
trao do6i qua dién thoai cling 1a nhiing thach thirc 16n cho viéc st dung dién thoai
dé 1am marketing, dé trao d6i thong tin va dé ban hang. Ngoai ra, viéc nhan dién
thoai nhu thé nao, thai do, giong no61 va muc do phu hop cia thong tin dugc cung

cap c6 anh huong khong nho t6i hiéu qua ciia marketing qua dién thoai.

Minh hoa 2.15. Ban rau qua dién thoai

Cong ty San pham Hiru co Ha Noi dd cung cdp dich vy mua rau qua dién
thoai. Khach hang c6 nhu ciu goi dién dén sb dién thoai 04.6282590 s& dugc
giao rau tan nha vaéi gia 11.500d/kg, du cac loai rau, qua, cu. Tuy nhién, hang

chi dugc giao vao hai ngay tht hai va th nim hang tuan.
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Hon nita, ciing c6 7,5% doanh nghiép cho rang, marketing qua dién thoai
cling c6 nhiéu rii ro boi nhiéu khach hang dung sé dién thoai dé dat hang nhung
cudi cung ho lai cho nhitng dia chi khong chinh xac. Mot s6 doanh nghiép da cin
cur vao lo1 dat hang qua dién thoai ctia khach hang, nhung sau khi san XUat vao
dem giao hang, khach hang lai khong xac nhan 16i dat hang va tir chbi nhan hang.
Chinh vi thé, da s6 doanh nghiép cho rang, chi nén ap dung viéc nhan dit hang qua
dién thoai trong truong hop khach hang quen biét ma théi. Con lai, nén tim hiéu

thong tin vé khach hang trudc tién.

Hau hét cac doanh nghiép déu cho rang, ap dung cung lic nhiéu cong cu
marketing tryc tiép két hop v6i nhau 1a cach dé t6i wu hoa hiéu qua cua viéc dau tu
nay. Pién thoai s& phat huy duoc sitc manh cia ban hang c4 nhan dong thoi, tao
diéu kién cho khach hang c6 diéu kién phan Gng lai véi cac nd luc marketing cua
doanh nghiép hudng t&1 khach hang, dam bao kha nang dép tng khach hang mat

cach nhanh chong va hiéu qua nht.

Nhuwoe diém ciia marketing truyén hinh, truyén thanh twong tdc

Bén canh nhitng vu diém da trinh bay & phan trude, quang céo trén truyén
hinh véi co ché thu nhan thong tin phan hoi qua dién thoai cé nhiéu nhugc diém va
thach thurc.
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Biéu d6 2.9. Nhwoe diém va thach thire ciia quang cao trén truyén hinh véi co
ché thu nhén thong tin phan hdi qua dién thoai

Nguén: Dir liéu diéu tra ciia NCS, 2005-2006
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Céac nhuoc diém co ban dugc nhidu ngudi chi ra nhét trong nghién ctru ndy
duge thé hién ¢ 4 cot du tién trong biéu dd 2.9, con sd trén mdi cot thé hién s
nguoi lya chon do6 1a nhugce diém. Nhuoc diém 16n nhat cta quang cao qua truyén
hinh véi co ché thu nhan thong tin 13 chi phi 16n. Chi phi cho mét block 30 gidy
quang cdo trén truyén hinh Viét Nam c6 thé 1én t6i 15 triéu dong. Khong it doanh
nghiép phan nan rang, gia quang cao trén truyén hinh qua cao 1a mot tro ngai cho
doanh nghiép Viét Nam trong viéc khuéch truong san pham, thuong hiéu cua
minh. Hién nay, gia quang cdo trén truyén hinh di ting manh. Ngay ¢ mot s6 dai
dia phuong, gia quang cdo & cac dai nhu Hai Phong, Ha Tay, Nam Dinh déu ting.
Véi murc gia nhu vay, nhiéu doanh nghiép Viét Nam danh 1ép vé trude cac doanh

nghiép nudc ngoai.

Nhuoc diém tht hai ciia phuong thirc nay 1 ty 18 phan hoi thap. Thuec ra, dé
khach hang c6 phan héi lai voi doanh nghiép qua dién thoai khong phai 1a d&, trir
khi d6 1a san pham khach hang dang rat cdn ma chua biét mua ¢ dau hoic khong
tin tuéng vao nhitng nha cung cip di biét. Chinh vi vy, nhiéu doanh nghiép cho
rang, ho chi nén quang cdo mot chiéu chir khong may mong chd vao thong tin

phan hdi cua khach hang qua quang céo do.

Ngoai ra, muc d§ canh tranh gitra cadc doanh nghiép trong nganh qua quang
céo truyén hinh 1a rat cao cung véi thoi gian thong tin duoc luu trit trong bd nhé
ctia khach hang khong lau ciing 1a nhitng nhugc diém co ban cua marketing trén

truyén hinh, rat khong thuan loi cho co ché thu nhan thong tin phan hoi.

Nhwoc diém ciia internet marketing

S¢ di khong phai doanh nghi¢p nao cling mdn ma vdi internet/email
marketing la do, hinh thirc marketing nay ciing tdn tai nhiéu nhuoc diém, véi cac
thach thirc va rai ro. Biéu dd 2.10 sau cho thiy, cac doanh nghiép con nhén thirc
nhiéu kho khin va thach thtrc khi 4p dung internet marketing. Thach thirc 16n nhét
trong nhan thirc ciia cac doanh nghiép 13 viéc sir dung internet/email dé mua hang
ctia khach hang ngudi Viét Nam con chua thinh hanh. Hau hét khach hang str dung
iternet ciia Viét Nam ngay nay thuong chi nham muc tiéu tim kiém théng tin, choi

game hodc chat chir chua phai la mua hang.
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Biéu d6 2.10. Nhwoc diém va thach thirc clia internet marketing

Nguén: Dir liéu diéu tra ciia NCS, 2005-2006

Bén canh d6, mot s6 doanh nghié¢p con xac dinh, khi khong c6 mot co sé dir
liéu khach hang hiéu qua, doéi khi ho st dung email mot cach tran lan, lam cho
nhiéu khach hang tiém ning phan ddi, coi moi email marketing cta doanh nghiép
gri dén nhu spam. Ho x6a ngay khi trén dong nguoi giri xuat hién tén mot doanh
nghiép nao do6. Ngoai ra, internet marketing luon doi héi mot website duge lam
moi thuong xuyén trong khi nhiéu doanh nghiép nhé cua Viét Nam chua c6
website hodc website duoc thiét ké so sai, chua c6 kha nang cap nhat.
2.2.3.3.  Panh gia vé hiéu qua ciia marketing truc tiép

a. Ddnh gid vé higu qud ciia co sé dir ligu

Trén thuc té, ké ca cac doanh nghi¢p c6 luu trit thong tin vé khach hang thi
ho thudng luu trir & dang thi cong, trén gidy to 1a chii yéu chr co so dit lidu do
chua dugc chuyén nghiép hoda, dac biét la cac doanh nghi¢p & céac tinh. Cho dén
thoi diém hién tai, chi nhitng doanh nghiép c¢6 quan hé v6i nudc ngoai, cac doanh
nghiép & cac thanh phd 16n méi bat dau s6 hoa hé théng thong tin cia minh nhung
ho van chua chiu dau tu dé c6 mot co s dir licu tot. Vi nhirng thong tin da cé vé
khach hang dugc luu trir trén gidy to, néu dugce quan 1y va sd hoa trén may vi tinh,
no6 ciing gitp ich dang ké cho cac doanh nghiép trong viéc ra cac quyét dinh chién
luge. Tuy nhién, viéc quan 1y hé théng thong tin nay dugc lam thu cong 1a cha yéu

nén cac doanh nghi¢p chac con mat nhiéu thoi gian, cong surc va tién bac madi bién
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chung thanh nhiing thong tin mang tinh hé théng giup ich cho viéc ra cac quyét

dinh marketing truc tiép hiéu qua hon.

Bang 2.7. Panh gia hiéu qua cia viéc st dung co s& dir li€u

Murc d§ hiéu qua S6 doanh nghiép Ty 1€ %
Co chut it 25 13.1
Cao 93 48.7
Rét cao 73 38.2
Tong doanh nghiép danh gia 191 100.0
Murc trung binh 4.25 Mirc cao nhét 5

Nguén: Dir liéu diéu tra ciia NCS, 2005-2006

Phiéu diéu tra c6 yéu cau cac doanh nghiép danh gia vé muc d6 hiéu qua
trong tiét kiém thoi gian, cong stc va tién bac cho viéc ra quyét dinh va thuc hién
cac quyét dinh chién luoc kinh doanh (khong tinh dén chi phi thiét 1ap va quan Iy
co s dit liéu). Két qua duge thé hién trong bang 2.7 trén day. Cac doanh nghiép c6
co s¢ dir liéu khach hang danh gia vé hiéu qua cua viéc st dung né & muac do cao,
dat 4,25 trong thang do mtrc do hi€u qua tu 1 to1 5, twong Gng voi tir khong hiéu
qua t6i hiéu qua rat cao. C6 42% cac doanh nghiép tham gia danh gia hiéu qua cua
viéc sir dung co s& dir liéu trong do, c6 13,1% danh gia hi¢u qua & muc trung binh;
48,7% déanh gia hi¢u qua & muc cao va 38,2% danh gia hi¢u qua & mic do rat cao.

Khong c6 ai danh gia co s¢ dit liéu 1a khong hiéu qua.

Nhu vay, co6 thé théy, co so dir liu dang dan duoc cac doanh nghi¢p danh
gi4 cao vé kha ning gitp ho c6 duoc mét cai nhin rd hon ddi véi khach hang cia
minh. Chéc chén, co s& dit liéu c6 thé gitp doanh nghiép thuc hién dugc muc tiéu
kinh doanh cta minh, nang cao kha nang canh tranh trong mdt méi truong kinh

doanh toan cau nhu ngay nay.

b. Hiéu qua cua buu chinh marketing

C6 71,73% céc doanh nghiép trong mau nghién ctru tham gia ddnh gia tac
dung cua thu truc tiép v6i co ché thu nhan thong tin phan hoi. Muc do tac dung
duoc danh gia ting dan tir 1 toi 5, diém cang cao thi cang tac dung. (Trong do, 3
diém moi dat murc “doi chut tic dung”. Dudi 3 13 diém tiéu cuc, khong tac dung.)
Két qua danh gia trung binh vé hiéu qua st dung thu, td roi, catalog v6i co ché thu
nhan thong tin phan hoi tir khach hang dat 3.63, twong dwong v6i mic ¢6 hiéu qua

nhung khong cao. Piéu d6 chimg to, mirc do tac dung cua thu truc tiép trong danh
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gia ctia cac doanh nghiép trong nghién ctru nay chi & mirc trung binh kha. Phan 16n

cac doanh nghi¢p cho rang, viéc sir dung cong cu nay ciling c¢o6 tac dung nhung

khong rd nét. Tuy nhién, cling c6 doanh nghiép rat thanh céng vi cong cu nay.

Minh hoa 2.16. METRO Thing Long véi catalog giri dén khach hang

Mot nghién ctru nho cia NCS cho thay, viec METRO dinh ky hang théng
giri catalog dén tan dia chi ctia khach hang c6 tac dung khong nho trong viéc gidi
thi€u cac san phém ma nha phan phéi nay dang ban. Bén canh do, viéc gidi thi¢u
gi4 va cac san pham dang c6 khuyén mai tao dong lyc cho khach hang téi siéu thi
mua hang. Mic du chi c6 5% s6 nguoi tiéu dung duoc hoi 1a nhan duoc catalog
cia METRO (bdi METRO ding ky 1a nha ban budn). Tuy nhién, hau hét nhimng
ngudi nhan duogc catalog cia METRO déu cho biét, ho mua hang chu yéu dwa
trén catalog nay. C6 nghia 1a ho thuong chon san pham trudc khi téi siéu thi va

chi mua san phém trong danh muc da lya chon trudc.

c. Hiéu qua cua telemarketing

Viéc stt dung di¢n thoai/fax dé lién hé vé6i khach hang tr¢ nén thong dung

hon & nhiéu nudce trén thé gidgi va xu hudng nay da du nhap vao Viét Nam vai toc

d6 cao, ciing v4i tién trinh phat trién ctia hé thong vién thong Viét Nam. Cac doanh

nghiép ciing da dau tu nhiéu hon cho dién thoai, chu trong tuyén dung nhiing

ngudi c6 kha ning giao tiép hon va khong giéi han chi phi dién thoai... béi ho

nhan thirc dugc tdc dung ma hinh thirc nay mang lai.

Béang 2.8. Hiéu qua cuaa telemarketing

S6 doanh nghiép Ty 1€ %
Khong thiy gi 1 0,4
RAt it 4 1.4
Co tac dung 36 12,8
C6 tac dung tuong d6i 146 51,8
Rét tac dung 95 33,7
Téng 282 100,0
bénh gia trung binh/5 4.17

Nguén: Dir liéu diéu tra ciia NCS, 2005-2006
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Co 61 85,5% sb doanh nghi¢p c6 danh gia cho réng, viéc st dung dién thoai
va fax trong giao dich v&i khach hang rat c6 tac dung hodc co tac dung twong dbi
cao. Diéu d6 chung t6, dién thoai va fax di giap ich khong nhé cho cic doanh
nghiép trong giao dich va trong lién hé v4i khach hang. Van dé 1a & chd, hién tai,
cac doanh nghi€p Viét Nam mai chi dung lai & viéc thu nhan thong tin tor khach
hang qua dién thoai/fax chir it doanh nghiép c6 dinh huéng truyén thong tin dén

cho khach hang qua cong cu nay.

Marketing truc tiép qua dién thoai khong chi bao gom viéc nhan thong tin
tir khach hang ma phai ca viéc cung cap thong tin cho khach hang qua dién thoai.
Tuy nhién, thong tin theo chiéu thuan nay thuong it khi dugc khach hang chap
thuan boi né khong mang tinh ty nhién, qua ca nhan ma nhiéu khach hang Viét
Nam chua quen. Chinh vi vdy, néu c6 ap dung hinh thirc nay, cac doanh nghiép

cling chi nén &p dung v61 nhitng khach hang quen thudc ma thoi.

d. Higu qud ciia marketing twong tic qua truyén hinh, truyén thanh

Theo danh gia cta cac doanh nghiép da timg str dung truyén hinh nhu mot
phuong tién truyén thong dé cung cap thong tin va thu nhan thong tin phan hoi,
day 1a mot cong cu tot dé truyén thong nhung khong phai 13 co hoi tét dé doanh

nghiép c6 thé thu nhan thong tin phan hoi tir khach hang.

Bang 2.9. Tac dung ciia viéc sitr dung quang co truyén hinh cé co ché thu nhan

thong tin
S6 doanh nghiép Ty 18 %
Rét khong tac dung 16 7,2
Khong tac dung 22 9,9
Tac dung it 70 31,5
Tac dung tuong ddi 84 37,8
Rét tac dung 30 13,5
Cong 0237 100,0
Danh gia trung binh 3.405

Nguon: Dir liéu diéu tra cia NCS, 2005-2006

Mirc do tac dung dugc danh gia & mirc 3,405/murc tac dung tdi da 1a 5. Piéu
d6 chung to, tac dung tich cuc ciia cac chuong trinh truyén hinh & mirc d6 trung
binh kha néu dit muyc tiéu vira cung cip thong tin, vira tim cach thu nhdn thong tin

phan hoi. Trong do, da sb6 cac doanh nghi¢p lya chon muc tac dung tich cuc it va
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tac dung tich cuc twong dbi. Co 13,5% cac doanh nghiép cho ring, rat tac dung

tich cuc con 16,1% cac doanh nghiép cho rang khong tac dung tich cuc.

e. Hiéu quad cua internet marketing

Véi cac doanh nghiép da va dang st dung internet marketing trong hoat
dong kinh doanh, ho danh gia tic dung cua hinh thirc nay nhu thé nao? Bang 2.10
sau day thé hién danh gia cua ho vé tac dung. DBéanh gia dugc thyc hién véi 5 muice
do: rat khong tac dung, khong tac dung, tac dung it, taic dung twong d6i va rat tac

dung va diém danh gia ting dan tir 1 t&i 5.

Bang 2.10. Tac dung cia viéc sit dung internet

S6 doanh nghiép Ty 18 %
Rét khong tac dung 10 5.0
Khong tac dung 5 2.5
Tac dung it 53 26.5
Tac dung twong dbi 114 57.0
Rét tac dung 18 9.0

Cong 200 100.0

Danh gia trung binh 3.63

Nguon: Dir liéu diéu tra cia NCS, 2005-2006

Mirc d6 dénh gia vé tac dung ctia viéc Gmg dung internet marketing ctia mau
nghién ctru & mirc do trung binh kha boi diém danh gia 1a 3.63/diém tich cyuc nhat
la 5. Trong do, c6 114 doanh nghi¢p (dat 57% nhiing doanh nghi¢p c6 danh gid)
cho rang, co tac dung (dat 4 diém). Tuy nhién, van c¢6 10 doanh nghiép cho rang,
internet voi ho khong mang lai tac dung. Diéu dé ching to, thuc ra, internet khong
phai luc nao cling mang lai tdc dung ro rét. Chinh vi vay, c6 nhitng doanh nghiép
cho rang, diéu kién kinh doanh cta ho chua du, chua phu hop cho marketing truc

tiép nén ho khong st dung.

C6 thé thay, mirc do tic dung tich cuc ciia hinh thitc marketing nay voi cac
doanh nghiép khac nhau 1a khong giéng nhau. Su khéac biét trong danh gia nay
xudt phat tr nhidu nguyén nhan khac nhau. C6 thé do muc tiéu ma cac doanh
nghi¢p dat ra la khac nhau (muc ti€u thong tin hay muc ti€u ban hang); hoac do
thoi gian ma doanh nghiép dit lich phat song; do kiéu thiét ké thong diép hodc do
viéc xac dinh d6i twong khach hang cung nhitng phan tmg cta ho trudc cac thong

diép... Cac doanh nghiép Viét Nam d6i khi van chua xac dinh dugc ding muc tiéu,
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khach hang muc tiéu ciing nhu nhitng thong tin ma ho cin nén cic chuong trinh

truyén thong chua dat hiéu qua nhu mong mudn.
2.2.34. Mikc d6 can thiét phai ap dung marketing truc tiép néi chung

Trong thoi dai thi truong “mot thé gidi” véi nhiéu phuong thirc kinh doanh
moi, cac doanh nghi¢p Viét Nam cd nhan théy tam quan trong cua viéc thiét lap
mdi quan hé truc tiép v6i khach hang qua marketing truc tiép hay khong? Cho dén
gio phiit nay, khi da dugc cung cip thong tin thé ndo 1a marketing truc tiép thi co
t5i 94,7% doanh nghiép trong nghién ciru nay cho rang, can va rat can ap dung

marketing truc tiép.

Bang 2.11. Mirc d§ can thiét phai ap dung marketing true tiép

Mikc d9 cin thiét phai ap dung marketing truc tiép Ty 1€ %
Hoan toan khong can thiét 1.4
Khéng can thiét 3.2
Trung 1ap 4
Can thiét 67.0
Rat can thiét 27.7

Nguén: Dir liéu diéu tra ciia NCS, 2005-2006

Chi ¢6 chua ddy 5% sb doanh nghiép cho rang viéc 4p dung marketing truc
tiép 1a khong can thiét, tuy nhién, d6 1a nhiing doanh nghiép nha nuéc va kinh
doanh cha yéu & cac khu vuc nong thon Viét Nam (theo nghién ciru cia NCS).
Day la nhiing doanh nghiép kinh doanh trong linh vyc hang ti€u dung va chi phuc
vu khach hang dia phuong, nhirng noi ving sau, viing xa va it c6 canh tranh. Pong
thot, thi truong muc ti€u cua ho chi 1a nhitng nguoi ti€u dung c6 thu nhap thép,
chua c6 diéu kién tiép xtc véi dién thoai, internet va viéc giri thu ddi véi khach
hang con kho khan nén viéc cac doanh nghiép nay tra 101 nhu vay cling khong phai

la diéu dang ngac nhién.

Tuu trung lai, voi hau hét cac doanh nghiép, marketing truc tiép 1a can thiét
dé ho co thé tiép can mot cach gan hon khach hang muc tiéu, dap Gng tot hon nhu
cau va wdc mudn cua ho nhd biét k¥ hon, cu thé hon va chinh xac hon vé thi

truong muyc ti€u. Tuy nhién, hién tai, cdc doanh nghiép con gap khong it khé khan
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khi 4p dung hinh thirc ndy béi theo ho, dé marketing truc tiép phat huy hiéu qua,
can c6 nhiéu diéu kién khac nhau, ca chii quan va khach quan. Nhirng diéu kién d6

duoc trinh bay trong ndi dung tiép theo.

2.3.  Kha ning img dung va phat trién marketing truc tiép ¢ Viét Nam

Triét Iy co ban cua marketing 13 dap ing nhu cau khach hang. Cac phuong
dién khac nhau ctia marketing déu xoay quanh triét 1y nay nham tdi wu héa thi
truong, khai thac mot cach ti da cac co hoi kinh doanh ma méi truong kinh doanh
dem lai. Marketing truc tiép trén thé gidi ngay nay khong chi dugc cac doanh
nghiép coi 1a mot hinh thirc truyén thong don thuan ma né con duge phat trién 1én
thanh mdt “phuong thire Iam marketing méi1”. Vay, hinh thirc ndy cé nén dugc Gng
dung & Viét Nam hay khong? Cau hoi ndy cin dugc giai dap dudi goc nhin vé kha
nang chdp nhan cua khach hang véi cac cong cu marketing truc tiép. NCS di thuc
hién mét cudc nghién ctru véi quy mdé mau 12 800 nguoi tidu dung sinh séng trén

pham vi 1anh tho Viét Nam.

800 bang hoi dugc phat ra nhung chi thu dugc vé 655 va c6 572 phiéu du
tiéu chuan dua vao phan tich véi hau hét cac cau hoi duogce tra 101, cac cau
tra 161 khong qua mau thuan nhau. C6 261 ngudi 1a nam gisi. C6 17,2%
dudi 20 tuoi, 6,5% trén 60 tudi. Chiém ty 18 1on nhat trong nhém nam gidi
1a do tudi 21-30. 68% dang hoc dai hoc, 54% song & mién Bic, 20,6%
mién Trung va 25% mién Nam va phan 16n trong s6 ho séng & cic ving
thanh thi. Hy vong, nhitng két qua rit ra tir nghién ciru nay phan anh dugc
hanh vi ctia ngudi Viét Nam, dic biét nhimg nguoi 14 dbi twong nham téi

ban dau cua cac chuwong trinh marketing truc tiép.

2.3.1. Ddnh gid ciia khich hang Viét Nam vé marketing trwc tiép

2.3.1.1.  Nhan thirc ciia khach hang Viét Nam vé marketing true tiép

Thuat nglr marketing truc tiép cling moi bat dau duoc str dung tai Viét Nam
nén sb6 ngudi nghe va hiéu chinh xac ndi dung cua thuat ngit nay 1a khong nhiéu.
Diéu nay ciing khéng kho hiéu boi ban than thuat ngir marketing ciing khong phai
quen thudc voi nguoi tieu dung Viét Nam, va sb ngudi hiéu rd ban chat coa
marketing cling khong nhiéu. Tuy nhién, trén thyc té, nhirng biéu hién cu thé cua
marketing truc tiép lai khong qua xa la v6i ngudi tiéu ding Viét Nam. C6 rét it
nguoi chua tirng nghe t61 phuong thirc mua hang qua thu, qua dién thoai hoac qua

internet, con s6 trong mau nghién ctru cua NCS chi 1a 5,8%. DPiéu d6 c6 nghia 1a,
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nhimg phuong thirc nhu vay dd va dang duoc nhic dén va nguoi tiéu dung Viét
Nam d3 ¢6 ¥ niém vé nd. Tuy nhién, phan 16n nguoi Viét Nam voi ban tinh ¢b hiru
va tinh can than véi mic thu nhap con han hep cua minh thuong khong mao hiém,
ngoai trir nhitng nguoi tré tudi. Trong mau nghién ctru cua NCS, ¢6 t6i 72% ngudi
da tung nghe té1 mdt hodc nhiéu kiéu ban hang qua thu, qua di¢n thoai hoac
internet nhung chwa thir. Ho con e ngai vé thyc té san phadm voi nhitng gi nha kinh
doanh ndéi va cling ngai thtr mot phwong phap mua hang ma ho khong dugc thir,

duoc so trude khi mua.

Tuy nhién, ciing da c6 mot sé luong dang ké khach hang, dic biét 1a khach
hang tré tudi & thanh thi da va dang chap nhan mua hang qua marketing truc tiép
va coi d6 nhu mot xu thé tit yéu cua cudc song cong nghiép trong thoi dai cong
nghé thong tin phat trién. Hon 1/5 sb nguoi dugc hoi di timg hudng Gmg mot hoic
nhiéu 1an hinh thirc mua hang qua mang, qua dién thoai hoac qua thu. Nhu vay, co
thé khach hang chua c6 y niém vé marketing truc tiép nhung thuc ra, da s6 ho da

va dang tiép xuc véi hinh thirc nay hang ngay, hang gio.

Minh hoa 2.17. Kinh nghiém tich cwe khi mua hang véi marketing truc tiép

H, mot khach hang rat thich thé véi internet marketing vui vé tiét 19, c6 da
mua dugc mot chiée dién thoai Blackberry8700 gan nhu méi véi gia 3 triéu
ddng qua dién dan www.tinhte.com trong khi chiéc may nay dugc ban trén thi
truong voi gia khong dudi 5 tricu.

H.T ciing ¢ mua duoc chiéc Laptop Sony chat lwong cao véi mirc gia dudi

$500 qua mang internet tr mot Viét kiéu My khi anh ta vé nuéc ma khong

muon dem theo chi€éc may tinh nay.

Tat nhién, c6 nhitng ngudi cho rang, marketing truc tiép chinh 1a cach thirc
ma nhén vién ban hang cta doanh nghiép tiép xuc truc tiép voi khach hang va
thuyét phuc ho mua cho béng dugc. Thuc ra, do cling chinh 1a mot hinh thirc biéu
hién ctia marketing truc tiép ma lau nay van dugc goi dudi mot cai tén khac, ban
hang c4 nhan (hodc tiép thi). Tuy nhién, cach hiéu nay chua day di boi marketing
tryc tiép hudng t6i viée tiép xtic véi khach hang khong qua mot trung gian phan
phéi nao ca.

Vé thai do cta ngudi tiéu ding vé cac hinh thirc biéu hién cu thé cua
marketing (qua buu chinh, dién thoai, fax, internet hay email), c6 mot sb nguoi

khong cam thdy himg tha voi ching. Tat ca ho déu 13 nhitng nguoi da timg nghe
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nhung khong thue hién hanh vi mua ndo qua cac phuong tién ké trén. Bang 3.1 sau

day thé hién két qua phan tich cu thé.

Bang 2.12. Phén tich chéo giira kinh nghiém va thai d§ véi marketing truc tiép

ba tirng mua hang theo phuong thure dat
C6 hung tha hang qua thu, dién thoai hay internet?
v6i cac hinh
, Chua nghe, | Chua, nhung | Da tung
thirc mua huabiét | da timg ngh Co
hang qua th, chua bié a tng nghe | mua ong
dién thoai Khong 0 35 0 35
hay email, Vo o6 kién 0 126 35 161
internet?
Co 33 239 57 329
Cong 33 400 92 525

Nguon: Dir liéu diéu tra cia NCS, 2005-2006

Ciing c6 mot sd ngudi da tiig mua qua mot trong cac hinh thirc nay nhung
ho van cho réng, ho chua rd nén chua c6 y kién va mot s khac lai rat htrng thu véi
marketing truc tiép khi nghe trd chuyén vé n6 cho dii ho chua nghe hodc thir mua
theo hinh thtrc ndy bao gid (57,52% quy md mau nghién ciru). Diéu d6 chimg to,
co hoi cho marketing truc tiép tai Viét Nam cling twong ddi cao cho du con sb

nhing doanh nghiép sin sang cho marketing truc tiép con chua cao.

Trong s6 nhiing ngudi co6 hing thi véi marketing truc tiép, ty 1¢ nhiing
ngudi & mién Nam cao hon d6i chut so voi tong mau nghién ctru. Nguoc lai, ty 18
nay ¢ mién Trung thap hon va & mién Bac thi & muc trung binh. Piéu ndy chiing
t6, ngudi tiéu dung mién Nam dé tiép nhan nhiing hinh thirc méi hon; tiép theo 1a
mién Bic. Nguoi tiéu ding mién Trung twong ddi k¥ tinh, ho khong dé chap nhan

mot hinh thirc mua ban méi.

2.3.1.2. Uu va nhuwoc diém cia marketing truc tiép trong danh gia cia
khach hang Viét Nam

a. Panh gid ciia khdach hang vé nhitng wu diém ciia marketing truc tiép

Theo 1y thuyét, marketing truc tiép c6 thé c6 nhiéu wu diém cho ca ngudi
tiéu dung va cho cac doanh nghiép tng dung né. Trude tién, nd co thé giup khach
hang tiét kiém duoc thoi gian, chi phi mua hang dong thoi giam rui ro trong qua
trinh di mua. Tuy nhién, nguoi tiéu dung Viét Nam nhin nhan vu diém cia

marketing theo nhiing goc do khac nhau. Biéu do sau day thé hién danh gia cia
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nguoi tiéu dung tham gia vao mau nghién ctru nay vé nhirng wu diém c6 thé co6 cua

marketing truc tiép.

45 [ Piém trung binh —B— D) léch chudn T
A _A?_gl; '
35 — - 0.9

3 -
25 0.7
2 T T T T T 05
Kiémtra Khongcing Khongngai Khongruiro Tiét kiém thoi Khong bi gidi
thong tin d& thing mua banngudi ban kho  giao thong gian  han boi khong
dang tinh gian

Biéu d6 2.11. Panh gia cia khach hang vé wu diém ciia marketing trye tiép

Nguon: Dir liéu diéu tra cia NCS, 2005-2006

C6 thé thay, uu diém 16n nhét ctia marketing truc tiép chinh 1a khach hang
khong bi gidi han béi thoi gian khi mua hang. Pdc biét véi email va internet,
khach hang khong bi gi¢i han bai thoi gian 1am viéc ctia ngudi ban hang. Diéu nay

duoc hau hét ngudi tiéu dung khang dinh véi d6 1éch chuén thép.

Uu diém tiép theo 1a viéc mua hang qua cac hinh thirc marketing truc tiép
thuong giup khach hang tiét kiém thoi gian, khong riii ro giao thong va ciing
khong ngai ngan thai d6 cia nguoi ban, chinh vi thé, khong khi mua ban s& khong

qua cang thang.

b. Ddnh gid ciia khdch hang vé nhwoc diém co ban ciia marketing truc tiép

Trong nghién ctru ndy, khach hang da nhan ra dugc nhing loi thé co ban ma
marketing truc tiép mang lai cho ho nhu tiét kiém thoi gian, khong bi gidi han béi
thoi gian va khong c6 rui ro giao thong. Pay 1a nhitng van dé rit quan trong va cd
1& anh huong khong nho t6i lua chon cua khach hang. Tuy nhién, khong phai vi thé
ma tat ca cac khach hang déu hoan toan chip nhan va c6 phan tng tich cuc véi cac
hinh thirc marketing tryc tiép. Van dé 1a & chd, ho nhin thdy khong it nhitng nhugc

diém cua viéc marketing thong qua cac hinh thirc marketing truc tiép.

Biéu d6 2.12 cho thdy, khach hang con do du véi cac hinh thirc mua hang
tryc tiép bai nhiéu 1y do khac nhau. Ly do co bdn nhat ma khdach hang dwa ra &
nghién civu ndy chinh la kha ndng kiém tra thwc té nha cung cdp chwa cao. Piéu

nay hoan toan c6 1y bdi théi quen mua hang ctia nguoi Viét Nam 1a can s& mo,
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kiém tra mot cach k¥ ludng trude khi ra quyét dinh mua, ddc biét voi cac san pham
lau bén. Piéu nay con duge khiang dinh boi d6 1éch chuan ciia danh gia nay khong

cao, chung té mirc d6 thong nhat y kién cua nhitng ngudi tham gia vao nghién ctru

nay.
= Mure do bat loi tang dan tir 1 t6i 5 —8— Do léch chuin
5.uu 455 442 1.2U
4.00 =
/ N\ ) + 1.00
3.50 7
3.00 o AN /
. g /
2.50 v © 0.80
2.00
1.50
1.00 ‘ ‘ ‘ ‘ 0.60
Ruiro khi Gia ca thuong Chét lwong Khong duoc  Khoéng duoc
thanh toan qua cao khong bao  kiém tra thuc mac ca
mang dam té

Biéu @6 2.12. Nhirng bat loi khi mua hang qua marketing truec tiép
Nguén: Dir liéu diéu tra ciia NCS, 2005-2006
Lueu y: Biéu do nay thé hién 2 két qua: Nhing bat loi (dwoc liét ké theo dong) ma
khdch hang ddanh gid khi mua hang qua marketing tryc tiép va mire dg bat loi dé

(do cao cua cot)

Diém yéu thir hai ma khdach hang nhdn dang ¢ cdc hinh thirc mua ban truec
tiép chinh la khé khén trong mdc cd. Co t6i 436 nguoi cho rang, mua hang qua cac
hinh thirc truc tiép 1a khong thé mic ca, chiém 76,3% mAu nghién ciru. Trong khi
do, nguoi tieu dung Viét Nam lai c6 thoi quen mac ca khi mua hang. DPdi véi mot
s6 ngudi, viée mic ca dugc dbi chat c6 thé 1am ho hai 1ong hon. Nhiéu trudng hop,
khi khach hang khong tra gia duoc ho san long bo di; nguoc lai, néu bét gia duge
d6i chut (cho dit mirc gia giam khong dang bao nhiéu) thi ho vin sin long chap
nhan mua. D6i khi, ho con mua rat nhiéu néu gia giam doi chat. Do do, nhiéu

ngudi Viét Nam khong san 1ong chap nhan thir mua hang theo phuong thirc méi.

Tuy nhién, do 1éch trong nhan thirc ctiia khach hang vé nhan dinh nay kha
cao bai ciing c6 mot sé nguoi cho rang, mua hang qua cac hinh thic tryc tiép nhu
vay cling hoan toan cé thé mac ca duogc. Thuc ra, diéu nay cling co thé duoc hiéu
theo nhiéu cach khac nhau. Khach hang ciing c6 thé néu yéu ciu giam gia; nha

cung cdp xem xét yéu cau va cé thé ¢ didu chinh thich hop. Ciing c¢6 thé khich



113

hang khéng mic ca véi mot nha cung cip nhat dinh nhung ho lai ¢6 kha ning tim
hiéu théng tin tir nhiéu nha cung cip khac nhau bang cach yéu cau giri bao gia va
Iwa chon cho minh san phdm duoc ban voi gid ca hop 1y nhat. Pidu d6 c¢6 nghia 1a,

trén thuc t& khach hang ciing c6 thé “mic ca” trong tinh huéng mua hang truc tiép.

Minh hoa 2.18. Mot s6 kinh nghiém tiéu cwe khi mua hang qua mang

Anh Vii Nguyén tai Tp. HO Chi Minh dit mua hang trén website
amazon.com, d chuyén tién xong xudi nhung hon mét thang qua van chua nhan

dugc san pham du da may lan nhac nhd, phan tng vé chuyén qua han.

Trén trang web www.muare.vinahoo.com - mdt trang web rao vat, mua ban

qua mang thu hut khé déng ngudi tham gia, dic biét 1a cac ban tré, nhiéu ngudi
dang xon xao khi mot ban nit ¢6 nick TheMay md chu dé phan nan viéc minh
mua phai nudc hoa do mét nick c6 tén Milano2009 rao ban. Tién di chuyén vao
tai khoan nguoi ban, dén khi nhan hang thi lai nhan dugc hang kém chét luong!
Vu viéc nong 1én khi ¢6 nhidu ngudi nita cting vao chu dé niy va néi rang minh
cling ting "tién mat tit mang", chuyén tién dé mua nudc hoa "xin" véi gia trén
600 ngan dong ma cudi cing nhan duoc nude hoa gia tir nick nay. Hon nira,

ngudi ta con phat hién ra Milano2009 con rao ban duéi nhiéu nick khac nita.

Nguon: Thanh nién dién tu, www.thanhnien.com.vn

Mot bat loi khéc cia viéc mua hang tryc tiéb chinh la rui ro khi thanh toan
qua mang. Thong thuong vai cac hinh thirc marketing truc tiép, cac nha cung cap
thuong c¢6 xu huéng yéu cau khach hang dung thé ngan hang thanh toan, nhung
ngudi Viét Nam quen dung tién mit nén viéc thanh toan twong ddi khé khan.
Thém nita, hé thong ngin hang cta Viét Nam chua thuc sy bao mat va nhimg rui
ro phat sinh trong qua trinh sir dung thé ngan hang cling nhu thanh todn qua mang
lai thuong d6 hét cho khach hang. Chinh vi vy, khach hang rat ngai viéc thanh
toan qua mang va cung cp thong tin vé thé tin dung ctiia minh cho nhimg ngudi
khac. Do d6, viéc mua hang quoc té budc phai sir dung thé trd nén kho khin hon &
Viét Nam.

Mot trong nhitng diém con lo ngai nita ciia nguoi tiéu dung Viét Nam khi
mua san pham qua thu, qua dién thoai hodc qua internet chinh 1a gia ca ciia cac san
pham dugc chao ban bdi phuong thirc nay thuong twong di cao so véi cac phuong

thirc mua ban thong thuong ma ho lai ngai khi méc cd - nhu da phan tich ¢ trén.
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Chinh vi thé, khong phai phan 16n nhitng nguoi da biét hodc da nghe téi cac hinh

thirc mua ban hang truc tiép to ra hao himg véi hinh thirc nay.

c. Nhitng tré ngai ciia vigc hwong ieng chwong trinh marketing truc tiép ¢ Viét
Nam
Ngoai nhitng khé khan ké trén, khach hang con chi ra nhiing tré ngai co ban
cho viéc dua cac hinh thirc kinh doanh truc tiép vao ung dung tai Viét Nam. Bang

2.13 sau day thé hién nhiing tré ngai do.

Tré ngai 16n nhét cho viéc ing dung marketing truc tiép tai Viét Nam trong
nhan thic cia khach hang chinh la thoi quen mua hang cia nguoi Viét Nam.
Nguoi Viét Nam con chua quen véi cac hinh thic mua hang thong qua mot
phuong tién thong tin nao d6 nhu thu, email, di¢n thoai, fax hay internet. C6 t&i
85% nguodi duge hoi cho réng, dé chinh la mét tré ngai rat 16n cho cac doanh
nghiép khi ap dung hinh thitc nay. Tuy nhién, véi xu thé phat trién ciia cong nghé
thong tin cling nhu van hdéa mua sim tir cac nude tién tién du nhap vao Viét Nam
thi nhitng hinh thtrc ndy s& dap Gng yéu cau tiét kiém thoi gian va cong stic cla
nguoi tiéu dung. Pic biét d6i v4i khach hang thanh thiéu nién, co hoi tiép can ho
bang cac phuong tién thong tin trén 13 rat cao cuing voi théi quen mua hang cta ho
dé thay doi.

Bang 2.13. Nhirng tré ngai cho viéc hwéng wng cia khach hang Viét Nam véi cac
chwong trinh marketing true tiép

Hoan toan| Khong | Tro ngai | Trd Tro Diém
khong tré|phdila| khong | ngai | ngai trung
ngai |tro ngai| dangké | 16n | ratlén| binh

Chura ¢6 dia chi, dién thoai,
email, trang chu ... chinh xac 51 85 17 244 163 3.68
cua cac doanh nghiép

Hé théng bdo mat an ninh mang
cua Viét Nam con yéu kém, 34 69 18 242 206 391
chua dang tin cdy

Thong tin vé san pham va nha
cung cap ¢ Viét Nam chua rd 32 45 19 261 208 4.01
rang va chua duoc pho bién

Danh tiéng ctia cac doanh

n A 32 59 18 175 273 4.07
nghiép chua du tin cay

Céc doanh nghiép chua c6 quan

hé t6t voi khach hang 31 60 15| 160| 302 4.13
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Thanh toan qua thé ¢ Viét Nam

chua an toan, phd bién 35 68 16 96 354 4.17

Céac doanh nghiép chua cung cip
giao dich qua dién thoai, thu 28 43 18 163 311 422
hoac email, internet

Viéc gui thu phan hoi, dat hang

NIRRT 16 14 25 261 246 4.26
ruom ra, ton kém

Nguoi Viét Nam con chua quen

o . 16 21 15 42 466 4.64
v6i phuong thirc nay

Nguon: Dir liéu diéu tra cia NCS, 2005-2006

Mot rao can 16n nita cho viéc ap dung marketing truc tiép talr Viét Nam
chinh 14 viéc giri thw phan héi con ruom ra phirc tap, giy anh huong khong nho téi
kha ning ma khach hang c6 phan tng tré lai véi cac hinh thirc chao ban tryuc tiép
qua thu cta cic nha cung cap. Bén canh d6, viéc giri thu phan hoi dbi véi khach
hang ciing nhiéu khé tuy vé mat tai chinh, cho dii n6 chang dang bao nhiéu. Chinh
vi thé, cac doanh nghiép ciing khong nén qua lam dung hinh thirc nay. Néu cé s
dung, doanh nghiép nén cung cap cho khach hang phong bi mau c6 in san tén va
dia chi cia doanh nghiép dong thoi nén mién phi giri thu cho khach hang. Can nho
rang, doanh nghiép chi phdi tra tién cho nhitng 1d thw phan héi. M&i 14 thu phan
hoi 1a mot co hdi kinh doanh cho doanh nghi¢p, ma chi phi d6 lai qua nho nén viéc
chi tra d6 13 hoan toan dang gia. Hon nita, da phan ngudi tiéu dung cho ring, d6 1a
mot trd ngai 16n chir khong phai 13 tré ngai rat 1on, & day co sy khac biét vé sic
thai nén doanh nghiép ciing cin quan tam téi dé c6 thé c6 nhitng quyét dinh hiéu

qua hon.

Bén canh 40, cdc doanh nghiép Viét Nam noi chung con chwa tan dung
dwpc chc wu thé ciia cong nghé théng tin trong giao dich véi khach hang. Ho e
ngai sir dung cac phuong tién thong tin dé thiét 1ap quan hé. Chinh diéu d6 lam cho
khach hang van c6 cam giac khong tu tin khi tiép can voi doanh nghiép theo cac
hinh thtrc nay. Ngoai ra, cac doanh nghiép ciing khong chiu kho cung cap thong tin
vé san pham va doanh nghiép cuia minh dé khach hang c6 y niém vé né. Thuc té
chtng minh, cac hinh thirc truyén théng dong vai trd khong nho trong viée tac
dong 1én niém tin va thai d6 cta khach hang va do d6, anh huong téi hanh vi mua

cua ho.

Hé théng thong tin, hé théng bdo mat an ninh mang va nhiing van dé khac

da va dang tao ra rao can 16n cho cac khach hang ti€ép can vdi cac hinh thirc mua
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ban moi. Tuy nhién, day khong phai 1a vin d& ma mot doanh nghiép don 1é, mot
nganh hay thdm chi mot qudc gia c6 thé 1am dugc. Trong moi trudng toan cau hoa
va sy phat trién cta internet nhu ngay nay, thong tin va an ninh mang di va dang
duge dat ra 1a van dé toan cau ma cac nha quan 1y cling nhu cac doanh nghiép can
hop tc va hoan thién hon nita dé c6 thé tao tam ly hoan toan thodi mai cho khach
hang khi mua hang theo cac hinh thic maéi. Tuong ty nhu vay, cac doanh nghiép
Viét Nam con chua du uy tin dé c6 thé thuyét phuc dugc khach hang mua hang khi
ho chua dugc tan muc sé thi doanh nghiép, chua dugc kiém tra san phém mot cach

can than

Noi tom lai, thuc té con khong it rao can cho viéc ap dung cac hinh thuc
mua hang truc tiép tai Viét Nam. C6 nhiing rao can thudc vé chinh doanh nghiép,
¢6 nhitng rao can thudc vé hanh vi mua cua khach hang va c6 nhing rao can thudc
vé thé ché va moi trudng kinh doanh noi chung. Diéu dé c6 nghia 1a c6 nhing rao
can doanh nghiép c6 thé ty minh nhanh chéng khac phuc, nhung ciing c6 nhiing
rao can can c6 thoi gian va cong stc, ciing nhu dau tu ctia doanh nghiép, lién két
v6i cac ddi tac dé tao duoc 10ng tin cua khach hang. Thuc ra, hanh vi cta khach
hang ciing co thé s& thay doi néu ban than cac doanh nghiép ciing sin long dap tung

nhing nhu cau ciia khach hang bang nhiing san pham c6 chat lugng cao.
2.3.1.3.  Cac cong cu marketing tryec tiép phu hop

Phén tich & trén cho thiy, co hoi dé khach hang mua cac san phim qua céc
hinh thirc marketing truc tiép 1a twong d6i cao cho du c6 nhiéu tré ngai va thach
thirc. Bang 2.14 thé hién s6 nguoi c6 dy dinh mua cac san pham khac nhau qua

marketing truc tiép.

C6 thé noi, véi cac cong cu marketing truc tiép khac nhau, khdch hang Viét
Nam c6i mé véi viéc mua hang qua dién thoai va fax nhat. Cé tong cong 78% lua
chon mua hang qua dién thoai so sanh v&1 56% lya chon mua hang qua internet va
32% lwa chon cach phan tng mua qua thu. Diéu ndy hoan toan phu hop béi nhitng
yéu cau co ban dé khach hang mua hang qua thu va qua internet cao hon so voi
mua hang qua dién thoai. Chinh vi thé, trén thuc té, cac doanh nghi¢p thuong ap
dung cac hinh thtrc lién lac qua fax va dién thoai vo1 khach hang, dac biét 1a nhiing
khach hang t6 chirc. Néu co lién hé v&i khach hang qua thu, cac doanh nghiép
cling ludn cb gang cho khach hang biét dugc sé dién thoai lién lac ciing nhu s fax

dé khach hang c6 thé lién hé duoc v6i doanh nghiép mot cach dé dang nhat.
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Bang 2.14. S6 ngudi ¢6 du dinh mua hang qua marketing truc tiép

Thyc Trang Hoa my | Van phong | Hang lau
pham phuc pham pham bén
Qua thu 3 81 91 29
Qua dién thoai/fax 128 46 113 228 108
Qua internet/email 46 136 103 78 98
Cong 177 182 297 397 235

Nguén: Dir liéu diéu tra ciia NCS, 2005-2006

TAt nhién, viéc doanh nghié¢p thuc hién marketing qua internet cling la cuc
ky can thiét boi cudc sdng cong nghiép hoa ciing véi qua trinh toan cau hoa ngay
nay. Hau hét gidi tré ¢ thanh phd cta Viét Nam déu c6 s dung internet nhu mot
phuong tién co ban dé thu thap thong tin. Trong hién tai va trong twong lai gan,
chinh ho s& 14 thi truong muc tiéu cho cac doanh nghiép. Viéce tiép xuc voi khach
hang qua internet va tra 151 nhitng yéu cu cia khach hang bang email hodc cac 14
thu 14 can thiét. Va viéc cho phép khach hang dat hang qua mang sé 1a mot trong
nhimg budc dot pha trong hoat dong kinh doanh cta doanh nghiép dé c6 thé tiép
can v6i cac khach hang ¢ rat nhiéu noi ma khong bi giéi han boi thoi gian va

khong gian.

2.3.1.4.  Nhirng san pham dwgc mua qua marketing true tiép

Néu so sanh giita cac san pham, vin phong pham 13 loai san pham duoc
nhiéu khach hang chon mua qua marketing truc tiép nhét (397), tiép theo sau do 1a
héa my pham (297) va hang lau bén (235). Cac loai san pham nhu thyc pham va
trang phuc cling c6 khong it khach hang dy dinh mua qua dién thoai va internet.
D6 chinh 13 nhitng d4u hién dang ming cho cac doanh nghiép c6 ¥ dinh sir dung

marketing truc tiép tai Viét Nam.

2.3.1.5.  Panh gia nhirng diéu kién co ban dé img dung marketing trwc tiép

a. Nhitng diéu ki¢n chii quan

C6 nhiéu doanh nghi¢p da nhan thic dugc tam quan trong cua cac hoat
dong marketing truc tiép nhung mirc d6 tng dung hinh thirc nay tai doanh nghiép

la chua thuc su cao va hiéu qua. Theo cac doanh nghiép, con ton tai nhi€u van dé
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mang tinh chil quan nhung doanh nghiép ciing khong dé thuc hién boi nhiéu yéu t6

khac nhau. Biéu db 2.13 sau day thé hién nhitng van dé do.

Co6 thé thay rang, nhan vién gioi vé marketing 13 diéu kién ma nhiéu doanh
nghiép lya chon nhit. Néu khong c6 nhitng nhan vién gidi vé marketing, chic
chan, khé c6 thé dua tiéu chi “dinh huéng khach hang” vao hoat dong kinh doanh
va khi do, viéc ung dung marketing truc tiép khé c6 thé thuc hién duge. Néu
khong gioi vé marketing, cac doanh nghiép s& khong biét bat dau tir dau va nhu thé
nao dé co6 thé dua marketing vao kinh doanh. Ai 13 khach hang muc tiéu? Lam thé
nao dé tiép can khach hang? Lam thé nao dé thu thap thong tin vé nhu cau va udc
mudn ctia ho dé c6 thé ra cac quyét dinh chién lugc? ... 1a nhitng cau héi ma khong

ai khac ngoai b phan marketing ¢ thé tra 11 chinh xac nhat.

Nhan vién gioi marketing 179.79
Lanh dao ning dong | ] 68.44
Thi truong muc tiéu xac dinh | 151.77
C6 co s dit liéu vé khach hang | 150
Thi truong myc tiéu 6 khu vuc thanh thi | 131.21

Hoat d6ng trén pham vi quéc t& [ 27.3
C6 quy mé lon [ 25.18
C6 website v6i co ché thu nhan théng tin phan héi ] 23.05
Co tru s6 chinh tai cdc KCN/thanh thi 7:| 21.63

Nhén vién gioi cong nghé¢ thong tin 20.21 TV 18 %

C6 ngudn vén doi dao [ 18.79
T T T
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Biéu d6 2.13. Nhitrng diéu kién doanh nghiép cin c6 dé ap dung
marketing tryec tiép & Viét Nam

Nguon: Dir liéu diéu tra cia NCS, 2005-2006

Diéu kién co ban tht hai, d6 13 1anh dao nang dong, linh hoat. Thuc ra, néu
nhan vién gi6i marketing, biét phét hién cac co hoi thi trudng va biét cach nim bat
céc co hoi d6 bang cac hinh thirc marketing méi nhung lanh dao khong tng ho thi
cac chuong trinh marketing s€ khong dugc xay dyng va thuc hién, va marketing
tryc tiép ciing khong thé dugce dua vao ung dung trong kinh doanh. Pé c¢6 thé dua
marketing truc tiép vao hoat dong kinh doanh, ban than lanh dao phai ¢ nhan thirc
dung vé marketing truc tiép va sin sang tng dung kiéu kinh doanh méi dé gianh

loi thé canh tranh.
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Diéu kién vé thi truong muc tiéu da xac dinh, & khu vuc thanh thj hodc try
s& chinh & cac khu cong nghiép ciing dugc cac doanh nghiép dua ra. Thuc ra, moi
mot diéu kién khi dugc doanh nghiép dua ra déu c6 nhimg nguyén nhéin cu thé.
Tuy nhién, van dé lya chon thi truong muyc tiéu nhu thé nao chic chin s& anh
huong t6i cach lam marketing. Néu thi truong muc tiéu khong xac dinh, chic chin

cac nd luc marketing s& khong biét hudng téi dau va hiéu qua khong thé cao duoc.

Mot s6 doanh nghiép cho rang, chi nhitng doanh nghiép hoat dong trén
pham vi quéc té, nhitng doanh nghiép c6 quy méd 16n méi co thé p dung
marketing tryc tiép. Thuc ra, cach nghi ndy chua hoan toan chinh xac cho du, kinh
phi ban dau dé thiét ké mot chuong trinh marketing truc tiép c6 vé tuong ddi cao
(bdi yéu cau phai xut phat tir mot co so dir liéu khach hang) nhung khong phai vi
thé cac doanh nghi¢p khong c6 cach dé thuc hién. Viéc mua co s& dir liéu & cac co
quan chinh quyén va cap nhat co so dit liéu 4y theo nhu ciu cua riéng doanh
nghiép thi chi phi ciing khong qua cao. Pay lai 1a huéng dau tu 1au dai boi mot co
so dir liéu khach hang tot s& gitip doanh nghiép tiét kiém rat nhiéu cac chi phi

marketing khac.

b. Nhitng diéu ki¢n khdch quan

Bén canh nhiing diéu kién chil quan néu trén, cac doanh nghiép con néu ra
mot sé diéu kién khach quan, thude vé moi truong vi mé ma mdt doanh nghiép
don 1¢ khong thé kiém soat duoc. Trong truong hop d6, cac doanh nghiép thudng
phai 1am thé nao dé thich nghi, tim ra nhiing cach thtrc dic biét dé co thé ung dung
marketing truc tiép. Hodc ho ciing c6 thé 4p dung nhiing hinh thirc marketing tric

tiép nhung thi cong hon.

Diéu co ban nhit v6i cac doanh nghiép khi ho ap dung marketing truc tiép
chinh 13 tan dung hodc tao ra sy thay doi trong théi quen mua hang cta khach
hang. Cac doanh nghiép cho ring, dé co thé thuc hién duoc marketing va ban hang
qua truyén hinh, nhat thiét phai c6 mang truyén hinh cap phat trién. C6 thé néi,
truyén hinh cap va kénh truyén hinh dugc coi 1a mot trong nhitng cong cu rat hitu
hiéu dé ban hang tryc tiép nhung khong phai vi thé, khi chua c6 kha ning thué
duoc cac kénh truyén hinh phuc vu riéng cho viéc ban hang, cac doanh nghiép

khong thé 4p dung marketing truc tiép qua truyén hinh.

Mot vai thong diép quang céo cé thé thy trén truyén hinh Viét Nam hodc

truyén hinh dia phuong da va dang ap dung marketing truc tiép. Cac chuong trinh
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quang céo gi6i thiéu mot cach day du vé doanh nghiép, vé san pham dong thoi,
cung cdp cho khach hang nhitng dia chi, dién thoai, dia chi email hay trang web
ctia doanh nghiép... chinh 1a nhitng biéu hién cy thé ciia marketing truc tiép. Thong
qua cac thong diép nhu vay, khach hang c6 nhu cdu c6 thé quan tdm va tiép can

truc tiép v61 doanh nghiép qua cac dia chi hodc dién thoai dugc thong bao.

Mot thach thiac khong thé khong nhic t6i khi ap dung phuong thirc nay
chinh 1a hé théng dia chi cua Viét Nam con chua hé théng. Chinh vi thé, khi céac
doanh nghiép ap dung hinh thirc nay thuong cir nguoi téi cac tuyén duong, khu
phé hay phuong dé phat téi cac ho gia dinh, hodc giri téi cic cong so, ngoai trir
nhing dia chi duoc khach hang cung cp chinh xac véi khang dinh “thu ti noi” s&

duoc ho gui thu.

Tuy nhién, néu co6 cac kénh truyén hinh dugc thué riéng phuc vu cho viéc
ban hang, chac chian hiéu qua s& cao hon bai thoi lwong phat song va thoi gian phat
song 1a ¢d dinh (trong mot khoang thoi gian nao d6), khach hang ¢ thé nhin thiy
rat rd san pham qua kénh truyén hinh ma doanh nghiép thué dé gidi thiéu san pham

v6i chi phi khong qua cao.

) Murc db cAp thiét ting din tir 1 t6i 5
Thoi quen mua hang thay doi 14.5
Trinh d6 dan tri cao ) 14.2
CSHT thong tin phat trién | 14.1
Kinh té phat trién & mirc cao ) 14.05

Thong tin thi tredng sin sang | 13.9

Hé thdng dia chi rd rang 13.8
Truyén hinh cap phat trién ) 13.8
Mbi truomg kinh doanh lnh manh | 13.7
CSHT giao thong phat trién | 13.6
Nganh buu chinh phat trién | 13.6
Thanh toan qua ngn hang tr& nén phd bién 7:| 33

3 32 34 3.6 3.8 4 4.2 4.4 4.6

Biéu @6 2.14. Nhirng diéu kién khach quan dé ap dung marketing trwc tiép
Nguon: Dir liéu diéu tra cia NCS, 2005-2006

Bén canh d6, mot diéu kién khach quan khiac ma cac doanh nghi¢p mong
mudn dé marketing tryc tiép thuc su c6 hiéu qua chinh 1a hé théng co s ha téng vé
thong tin phai twong d6i hoan chinh. Thuc ra, ddy 1 yéu cau cap thiét cia ca nén
kinh té chtr khong riéng gi cac doanh nghiép, dic biét 1a cac doanh nghiép ap dung
marketing truc tiép. Cong nghé thong tin phat trién tao diéu kién cho cac doanh

nghiép ap dung cac phuong thtrc thong tin khac hiéu qua hon va cling ré hon nhu
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thong tin qua internet, dién thoai hay email. Pong thoi, trong xu thé toan cdu hoa
ngay nay, cong nghé thong tin di va dang duoc cac tap doan kinh té 16n tan dung
trong hoat dong kinh doanh va ho da va dang tré nén canh tranh hon. Ban than
Pang va Nha nudc ciing di va dang co nhiéu chuong trinh nham khuyén khich
phat trién cong nghé thong tin. Hy vong, cac doanh nghiép Viét Nam ciing s& tin
dung dugc nhitng thuan loi do cong nghé thong tin mang lai nham tiép can gan

hon va than thiét hon vé&i khach hang ctia minh.

2.3.2.  Thudn lgi ciia trng dung marketing trwe tiép tai Viét Nam

Nho d6i méi, hoi nhap, nén kinh té Viét Nam da chuyén tor tu cung ty cép
sang nén kinh té hang ho4 nhiéu thanh phan. Kinh té nha nuéc khong con giir vai
tro chii dao ma thay vao d6 13 sy déng goép cua nhiéu thanh phan kinh té khac
nhau, tao diéu kién x4 hoi hoa nén kinh té, nha nudc khong con phai lo ganh ning
kinh té cho hon 80 triéu dan va d6 chinh 1a cai gbc cua su phat trién. Sy chuyén
bién nay khong chi & cic doanh nghiép, ma di lan dén hon 80 tridu nguoi tiéu
dung. V61 chu truong ty do hoa thuong mai, 20 ndm qua, Viét Nam da hinh thanh
mot ting 16p doanh nhan méi, dua thuwong hiéu Viét Nam t6i nhiéu quéc gia khac.
Tir con s6 10.000 doanh nghiép Nha nudc nim 1986, dén nay Viét Nam da co trén
160.000 doanh nghiép thudc moi thanh phan kinh té, véi hang trim doanh nghiép
tam c&. Nhiéu doanh nhan Viét Nam c6 chi lam dn 16n, co long tu ton dan toc cao,
lay chit tin lam dau, da tao duoc uy tin ciia Viét Nam trén trudng qubc té. V&i xu
hudng nay, thi truong Viét Nam hon 83 tri¢u dan voi da s6 dan sb tré s& 1a thi

truong tiém niang cho bt ky doanh nghiép nao trén thé gidi.
2.3.2.1. S0 hrong phu nir di lam ting 1én

Mot xu huéng di va dang chi phdi hanh vi cta nguoi tiéu diung Viét Nam
n6i chung chinh 13 s6 lwong phu nit di 1am ting 1én, thoi gian danh cho mua sim
va tiéu dung ngay cang it di. Pay 1a mot xu hudng ai ciing c6 thé nhan ra, tuy chua
c6 con sd thong ké cu thé. Khi thoi gian danh cho viéc di chg ngay cang it di,
ngudi ta tim dén cac phuong phdp mua hang hiéu qua hon. Marketing truc tiép da
va dang dugc cac ba noi trg di lam tim dén nhu mot giai phap cho cudc sdng cong

nghié¢p ngay nay.

Vai trd ctia phy nit ngay cang dugc khang dinh, trong ca gia dinh va xa hoi.
Bén canh viéc cham soc gia dinh, ngudi phy nit di va dang gop phan khong nho

vao phat trién kinh té xa hoi ¢ Viét Nam. Ho khong chi dam bao ting thém thu
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nhap cho gia dinh ma con bu dép cho viéc thiéu lao dong trAm trong ¢ nhicu nudc.
Hién nay, & cac thanh phd 16n, c6 t6i 75% phu nit ¢6 gia dinh d3 di lam va ty 1& d6
van ting hang nim. Ngudi ta nhan thy rang hién twong nay di 1am vai trd ctia phu
nit ngdy cang ting 1én va nho d6 cac ho gia dinh c6 diéu kién kinh té hon. Tuy
nhién, dé vira thue hién duoc nhiém vu xa hdi, vira thuc hién duoc nghia vu gia
dinh, mua sam tién loi da va dang dugc phu nit quan tdm nhiéu hon do thoi gian di

mua hang it hon.
2.3.2.2.  Dan s tré, dé tiép cin vé6i cac hinh thirc kinh doanh méi

Viét Nam, qudc gia c6 dan sb tré dudi 30 tudi chiém 57% (theo s6 liéu diéu
tra cia Asian Demographics, con theo sb lidu diéu tra ctia cong ty ACNielsen 13
60%), chuyén hinh thanh mot thé hé tiéu dung tré & cac do thi 16n tai Viét Nam la
tat yéu. Nhitng nguoi tré 14 nhitng ngudi nang dong nhat, ho thich cai méi va thich
nghi rat nhanh vé&i cai méi - diéu d6 rat thich hop véi marketing truc tiép. Pa sd
nhimg nguoi ¢ thé hé 8X, 9X di lam quen voi internet tir khi hoc phd thong. Do
vay khi vao dai hoc, ho da khong con xa la véi nhitng tién ich tir internet. Khi do,
nhitng sinh vién hoc nganh cong nghé thong tin hodc kinh té hay don gian la
nhitng ngudi dam mé kinh doanh c6 thé tham gia sin long thir nghiém véi

marketing truc tiép.
2.3.2.3.  Internet ngay cang tré nén quen thudc

C6 thé noi ring, chi trong vong 10 nim qua, internet di va dang tré nén
quen thudc voi khong chi cac doanh nghiép ma véi ca ngudi tiéu dung, thé hé tré
Viét Nam ngay nay duong nhu gin rat chit véi internet dudi cai tén “thé hé @”.
Cac doanh nghiép ngay cang tré nén than thiét voi internet, chii trong nhiéu hon

té1 PR, két n6i nhi€u s6 dién thoai hon, véi chi phi ré hon

Pay 1a mot xu huéng rat c6 y nghia khi cic doanh nghiép ap dung
marketing truc tiép vao hoat dong kinh doanh. Trén pham vi ca nudc, c6 ti trén
70% ho gia dinh c6 TV, 100% s6 x4 trén ca nude co dién thoai. Tai cac thanh phé,
100% s6 ho gia dinh ¢6 TV va 70% sb gia dinh c6 dién thoai. Co nhiéu gia dinh ¢
ca dién thoai cd dinh, dién thoai di dong. Bén canh do, & cac dia ban thanh thi hau
hét déu ton tai cac ctra hang internet, phuc vu khach hang tir 7h sang téi 11h dém.
Ngoai ra, hé théng truyén hinh cap k¥ thuat s di va dang phat trién ¢ hau khip

cac tinh thanh 16n trong c4 nudc va dan lan sang cac khu vuc lan can.
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Minh hoa 2.19. Mua hang qua mang phit trién

Vao dip cubi nim s6 don hang qua mang ting manh ca vé s6 luong va gia tri
don hang. Cung v61 cac chg va si€u thi, khong khi mua sim tai cac siéu thi trén
mang ciing nhon nhip khong kém va da trd thanh thoi quen ctiia mot s6 ngudi
thuong st dung internet. Tét 2008, tai cic trang web mua ban truc tuyén ludn
tran ngdp cac mat hang Tét, phong pha tir ching loai dén gia ca. Trang web
golmart.com.vn c6 han muc "Phuc vu Tét" véi rat nhiéu ching loai nhu "Thuc
pham truyén thong Tét" (banh chung, banh tét, mat...), "thuc phim ché bién"
(thuc phém tuoi, dong lanh, dd hop...), hoa Tét... Néu thich loai san phém nao,
khach hang chi can click chudt vao muc "dit hang" rdi s& duoc cong ty chuyén

t6i trong thoi gian sém nhat.

Nguon: “Né ré mua ban qua Tét qua mang”, Lao Déng s6 20 Ngay 24/01/2008

Véi internet marketing, viéc chon mua, dat hang kha don gian. V&1 mot
chiéc may tinh ndi mang, chi cin ngdi & nha hodc tranh thu gid nghi trua ¢ vin
phong, truy cap website mua ban trén mang, cac san pham s& duogc “trung bay”
ngay trén trang chii dé khach Iya chon. Do khong doi hoi phai dau tu cao nén viéc
mo ra mot md hinh kinh doanh qua mang kha d&. Vi vay hién nay c6 rat nhiéu siéu
thi, cra hang mua sim trén mang mo ra véi dii cac mat hang d6 dién tir, 40 quan

thoi trang, dd gia dung, dung cu y té, dién thoai di dong...
2.3.24. Thwong mai dién tir phat trién nhanh va phd bién

Su phat trién cua thuong mai dién tir dd va dang gdp phan khong nho vao
hoat dong kinh doanh cua cac doanh nghiép Viét Nam noi riéng va tat ca cac
doanh nghiép hoat dong trén dia ban Viét Nam néi chung. Thuc té cho théy, nén
kinh té cua Viét Nam noi chung va hoat dong kinh doanh tai Viét Nam néi riéng
trong 20 nim qua d phat trién vuot bac theo huéng x3a hoi hoa, tu do hoa, timg
budc hoi nhap toan cau. Trong xu hudng toan ciu héa ngay nay, thuong mai dién
tr v6i sy phat trién ctia cong nghé thong tin da va dang c6 anh huéng khong nhod
t6i hoat dong kinh doanh ciia cac doanh nghiép néi chung. Vé cong nghé thong tin,
Viét Nam cé xudt phat khéng qua chdm so v6i cac nudc tién tién. Ngay khi
internet vao Viét Nam nam 1997, tirc 1a chi 2 ndm sau khi cac cong ty kinh doanh
bang loai hinh thuong mai dién tir nhu eBay, Amazon thanh lap, Viét Nam ciing da
c6 manh nha cta cac hinh thirc nay véi hoat dong thanh toan bang thé ngan hang

v6i nhiéu doi tadc nudce ngoai, lién lac véi doi tac qua website hay email...
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Tuy nhién, trong khi céc hoat dong d6 trén thé gidi co nhitng budc tién dai
subt 10 nam qua thi cac doanh nghi¢p Viét Nam, ddc bi¢t la cac doanh nghi¢p nha
nudc moi chi xem dé nhu 1a nhitng thr nghiém va duong nhu ding ngoai cudc.
Cho dén 5 nam gan day, khi cac doanh nghiép c6 von dau tu nudc ngoai ngiy cang
1an ludt va su phat trién cua bod phan kinh té tw nhan lam cho vai tro chu dao cua
kinh té nha nudc ngdy cang giam sut thi lac do, cac doanh nghiép nha nudc moi
bat dau thay doi tu duy kinh doanh ctia minh. Cac hinh thirc kinh doanh méi, trong
d6 c6 marketing va marketing truc tiép di bat dau dugc ho chi y t6i. Vai nam gan
day, s6 website tiéng Viét di tang rat nhanh va trong d6 sd website ciia cac doanh
nghiép da chiém mot s6 luong 16n. Piéu d6 néi 1én rang cac nha doanh nghiép noi
riéng va ca ngudi dan Viét Nam da bat ddu quan tim dén cac thong tin qua mang

internet, trong d6 co cac giao dich kinh té.

Thuc té cho thdy, nguoi tiéu dung noéi chung va ngudi Viét Nam noi riéng
dd va dang quen dan v6i mua hang qua mang. Chi can biét sir dung may tinh, biét
khai thac internet 13 ¢ thé mua hang qua mang, sau mot vai thao tac kich chuot
chon hang cho vao gio hang (30), nguoi ta s& c6 ngay mot don hang cing tong sb
tién phai tra. Bén canh d6, thu muc "hudng dan mua hang" s& tro gitp dic lyc cho
ngudi mua rat thuan tién vi cac trang website ctia cac doanh nghiép Viét Nam déu
1a tiéng Viét. Nguoi mua c6 thé dit mua nhitng san pham tri gia vai ngan dén hang

ty d6ng ma khong giap nhiéu kho khan.

2.3.2.5.  Su phat trién ciia cac dai truyén hinh va kénh truyén hinh twong

tac truc tuyén

Bén canh d6, sy phat trién cua cac kénh truyén hinh méi va cac dai truyén
hinh d3 va dang phat trién thém cach kénh truyén hinh tuong tic dap tng yéu cau
cua cac doanh nghi¢p. Hién nay, hau hét cac dai truyén hinh 16n nhu VTV, HTV,
VTC, VCTV, HCTV... déu c6 ké hoach va dang trién khai cic kénh truyén hinh
tuong tac, ban hang qua truyén hinh, khai thic co hoi kinh doanh truc tiép toi
khach hang trong diéu kién thoi gian danh cho TV cua ngudi Viét Nam rat cao. Co
thé noi rang, thoi gian cua nguoi tiéu dung ndi chung va ngudi Viét Nam noi riéng
danh cho tivi d3 va dang ngdy cang ting 1én. Pac biét, khi hé théng truyén hinh

cap va vé tinh dugc phat trién véi cac chuong trinh ngdy cang hip dan hon.
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2.3.2.6.  Nhirng tré ngai trong qua trinh “di mua hang”

Viéc di lai tai mot s6 qudc gia dang phat trién nhu Viét Nam tuong ddi kho
khan boi nhiéu Iy do. Thit nhdt, do ha tang giao thong kém phat trién, thoi gian di
mua hang tré nén dai hon béi hién twong tic nghén giao thong. Thit hai, viée di lai
cling kha nguy hiém boi dudng giao thong ¢ Viét Nam khong co diém giao cét
khac mtrc ma chu yéu 1a cac giao 16 dong mirc. Cac loai phuong tién khac nhau voi
tdc do khac nhau nhung lai di chuyén trén cing mot lan dudng nén rat nguy hiém
cho nguoi tham gia giao thong. Bén canh d6, ngudi Viét Nam lai chua du diéu
kién mua 6 t6 nén phuong tién di lai chii yéu la xe may va xe dap. (Thyc ra, ké ca
khi nguoi tidu ding du diéu kién mua 6 to6 nhung viée di lai bang 6 to cling trd nén
qua khé khin boi co sé ha tang chua cho phép, dic biét ¢ cac thanh phd 16n, chu
yéu 1a “ngd nho, phd nho”, khong thich hop véi viée di lai bang 6 t6). Ty 1é rui ro
xdy ra trong giao thong khé cao. Nguoi tieu dung ngay cang ngai di lai. Ho thich

mua sam gan nha hodc mua tai nha, thich dugc nguoi ban giao hang tdn noi hon.

Minh hga 2.20. "Chg¢ 40" s€ nhon nhip

Mua ban hang qua mang 1 hinh thirc kinh doanh hién dai va kha phd bién &
cac nude phat trién. N6 gitip cho doanh nghiép thuc hién duoc mo hinh 3 trong
mot: nha san xuét, nha kinh doanh va nha tu van. Dac biét, thuong mai dién tr
con gitip cac doanh nghiép giam t6i da chi phi vé xdy dung ha ting co s& nhu bén
bai, nha kho, van phong, hé théng ctra hang, dai 1y phan phdi ciing nhu giam chi
phi vé nhan lyc ... nhung hiéu qua kinh doanh thi nhu chia khoéa van ning, cé thé
ndi dai canh tay giao thuong dén tat ca cic nude trén thé gidi. Chinh vi thé trong
linh vuc phan phéi hang hod ¢ cic nudc phat trién, ty trong thuong mai dién tir

ludn chiém khoang 50 - 70.

2.3.3. Nhiing khé khin ciia viéc ieng dung marketing truc tiép tai Viét Nam

2.3.3.1.  Kinh té Viét Nam phat trién chwa dong déu

C6 thé khang dinh rang, trong nhitng nim vira qua, kinh t& Viét Nam phat
trién véi toc d6 cao. Tuy nhién, sy phat trién d6 chua dong déu, khoang cach giau
nghéo giita cic ving mién va cac khu vuc ngay cang ting 1én. Viét Nam van 13
mot nude nghéo véi thu nhap binh quan dau nguoi hang nam chi 1a 640 USD trén
téng sb 83 triéu dan. Phan 16n sy phat trién kinh té tap trung vao céc thanh phé 16n
nhu Ha Noi, thanh phé H6 Chi Minh va Pa Néang. Bén canh dé, cac van dé vé

cong nghiép hoa va d6 thi hoa ciing da va dang anh hudng nghiém trong dén nhan
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thirc va danh gid ctia nguoi dan vé xu thé phat trién cua dat nude. Nhitng bic xtc

nghiém trong vé két cdu ha tang dang ton tai cling c6 thé can trd sy phat trién.

Do ciing chinh 1a nguyén do ma cac doanh nghiép Viét Nam hién nay mai
chi huéng marketing truc tiép dén cac thi truong thanh thi, chu yéu la 4 tri€u dan &
Ha Noi va 6 triéu dan ¢ Thanh phd. H6 Chi Minh. Phan con lai, trong sé khang 73
triéu dan con lai, sb lugng khach hang tiém nang voi déy du nhu cau, mong mubn,
kha ning chi tra cling nhu mutrc do san l1ong chap nhan nhitng hinh thirc mua hang
m&i con chua cao, chiém khong qua 20%. Do d6, ¢6 thé néi rang, thi truong Viét
Nam con manh mun, chua dong bd va anh hudng cia vin hoa lang xa van con kha

nang.
2.3.3.2.  Luit giao dich qua cdc cong cu marketing true tiép chwa diy da

O Viét Nam hién nay, luat giao dich qua cac cong cu cua marketing truc
tiép chua du dé diéu chinh hanh vi kinh doanh. Luat Giao dich dién tir duoc thong
qua tir 2007 nhung do tinh chat da dang ctia hoat dong kinh doanh nén nhirng vin
ban ludt d6 chua du dé hudng dan thuc hién, dong thoi, né chwa du sire diéu chinh

tat ca cac hanh vi khac nhau.

Thém nira, moi trrong mang ctia Viét Nam hién nay con nhiéu bat cap, an
ninh mang con rat yéu. Theo diéu tra cia Trung tdm An ninh mang — BKAV, hién
c6 khoang 26% website cua Viét Nam co thé gip nguy hiém v&i hinh thic tan
cong tryc tiép. Co nhidu 16 hong trong cac website nén da bi cac “hacker” dot
nhap. Nhiéu cudc tin cong trén mang hudng vao cic doanh nghiép hoat dong
thuong mai dién tir gy thiét hai dang ké. C6 nhiéu van dé can duoc quan tim giai
quyét, tir van dé an toan mang ciing nhu tao ra mot hanh lang phap 1y can thiét, day
du cho linh vuc nay. Piéu nay l1a mot yéu cau cap thiét trong khi nude ta hoi nhap
vao nén kinh té thé gidi. Van dé phat hién va xu 1y chua triét dé, chua c6 strc rin
de. P co6 nhiéu thdng ké vé thiét hai do toi pham trén mang gy ra, giy thiét hai
khong chi vé kinh t& ma con anh huong khong tot dén uy tin cua giao dich dién tur
va thanh toan qudc té ctia Viét Nam. Vi pham thi nhiéu nhung phat hién va xtr ly
clia ta con qua bt cap. C6 nhiéu hanh vi 18 ra phai xtr Iy bang Luat hinh sy nhung

cac co quan chtrc ndng chi xur ly hanh chinh, khong du strc ran de to1 pham [41].
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2.33.3. Nguwoi Viét Nam chwa quen véi cac hinh thirc mua hang qua
internet, TV, bao chi hay qua thw

C6 thé noi, kho khan 16n nhat véi cac doanh nghiép di, dang va c6 mong
mudn 4p dung cac chuong trinh marketing tryc tiép tai Viét Nam chinh 1a nguoi
Viét Nam chua quen véi cac hinh thirc mua hang truc tiép qua cac phuong tién
truyén thong nhu internet, bao chi, truyén hinh hay di¢n thoai. Cho du, “mgt nua
trong $6 83 triéu dan cia Viét Nam dudi 30 tudi va ho thich mua sam. Chi tiéu cia
nguoi tiéu dimg & Viét Nam tang 16% va doanh sé ban 1é tang 20% trong ndm
2004 va 2005[13]. Trong nhiéu linh vuc, Viét Nam giong nhw mét "tiéu An B,
ddc biét vi thi truong ban 1é phdn manh. Khodng 90% s6 diém ban hang la cdc

cira hang nhé gia dinh, twong tw nhw cdc cira hang & An Dé[2] .

Nguoi Viét Nam van qua quen thudc voi viéc mua hang & cho, & cac cua
hang ban 1é gan nha va do d6, thuc té khach quan cho thiy, c6 hang chuc hang
tram cac cira hang ban 1¢ gan nha c6 thé cung cap du loai hang héa ma khach hang
can. Bén canh d6, nép sbng truyén théng voi nhiéu thé hé séng chung cho phép
ludn c6 thanh vién trong nha c6 thoi gian rdi di chg nén chi ¢ cac thanh phd 16n
nhu Ha Noi va Tp. Ho Chi Minh, cac hinh thirc marketing truc tiép méi c6 thé phat
huy strc manh ctia minh béi né dap tng nhu ciu cua da sb cac gia dinh hat nhan

véi cd hai thanh vién trong gia dinh di lam.

Theo nghién ctru ciia Uy ban Dan s6 Gia dinh va Tré em nam 2003, s6 gia
dinh tir 3 thé hé tré 1én chi chiém 17%, 80% cac gia dinh Viét Nam hién
nay la gia dinh 2 thé hé, con lai 3% la cac ho gia dinh don than.

Xu huéng gia ting cc gia dinh hat nhan va co hdi cho marketing truc tiép
khong phai 1a khong c6. Tuy nhién, chi & cac thanh phd 16n, marketing truc tiép
m&i duoc khach hang chap nhan nhanh chéng va hiéu qua. Kiéu ho gia dinh thay
d6i, s6 ho gia dinh c6 nhiéu thé hé séng chung dang ngay cang it di, thay vao do 1a
ho gia dinh chi c6 2 thé h¢. Nhiing gia dinh “tién tién” d6 thuong bao gom nhiing
ngudi tré véi thoi gian va hanh vi mua hang thay doi. Ho da va dang sin 10ng voi

mua hang qua dién thoai, qua truyén hinh va qua internet.
2.3.3.4.  Co sé dir liéu thong tin khach hang chwa hé thong

Thach thire thir hai cho viéc 4p dung marketing truc tiép chinh 13 hé thong
thong tin vé khach hang ¢ Viét Nam chua dugc thu thap mdt cach h¢ théng. Bén
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canh d6, ngudi Viét Nam noi chung hudng noi, viéc cung cap thong tin ra ngoai
hodc thé hién rd nhu cdu ctia minh con duge xem la “khong nén”. Tét nhién, xu
huéng bay t6 nguyén vong, thé hién cai t6i ciing di va dang ting 1én nhung van
con sb lugng khach hang khong nho ngai ngling trong viée cung cip thong tin cho
nha cung cap. Diéu d6 dan t6i viéc thu thap thong tin vé khach hang dé tao nén co
s¢ dit liéu con qua kho khan véi cac doanh nghi¢p. Do do, cac hoat dong

marketing tryc tiép ciing trd nén kho khin hon.
2.3.3.5.  Diéu kién co sé vét chit ciia doanh nghiép chwa dit manh

Cho du da co rat nhiéu nd luc dé cai thién diéu kién co s vat chat va ha
téng kinh doanh, nhung cho dén thoi diém hién tai, hau hét cac doanh nghi¢p Viét
Nam van chi duoc coi 13 nho va vira, chua di dé dap ung nhanh nhay nhitng yéu

cau cua khach hang.

Pé ap dung dugc marketing truc tiép, v6i cac hinh thire khac nhau, can c6
nhimg diéu kién co s ha ting khac nhau. Dé c6 thé 4p dung marketing qua thu
tryc tiép, trudc tién, hé thong dia chi phai cu thé 1d rang dé cac doanh nghiép ¢
thé gui thu toi ding dia chi. Pong thoi, nhimg thong tin téng quan vé cac khach
hang qua dia chi thu ciing phai twong d6i day du dé doanh nghiép c6 thé dya vao
d6 lya chon dung khach hang tiém niang nhat. Nhung, & Viét Nam, nhiing thong tin
nhu vdy duong nhu chua cd, tham chi, s6 nha, dia chi guri va nhan thu con rat

khong hé thong nén viéc giri va nhan hang qua thu trd nén khé khan.
2.3.3.6.  Théng tin doanh nghiép va san phim dwoc xem la bi mat

Thuc té, véi hau hét cac doanh nghi¢p Viét Nam, thong tin vé hoat dong
kinh doanh ciing nhu dic tinh cia san pham ma doanh nghiép cung cip van dugc

xem nhur mot tai san bi mat, khong dé gi cung cap pho bién.

Thuc ra, khach hang rat mubén mua duoc san phém voi giad ré. Tuy nhién, ho
lai ngan ngai khi ky két hop dong véi cac nha cung cap ma ho khong cé nhiéu
thong tin. Nhung c6 nhiéu doanh nghiép lai ngan ngai trong viéc dua thong tin vé
san phdm ctia minh trén cac phuong tién thong tin dai ching, dic biét 1a internet
bdi ho cho rang, nhitng thong tin d6 duoc cung cip c6 thé anh hudng t6i sy thanh

cong cua cac chién lugc ma doanh nghiép str dung.
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X4 hoi Viét Nam noi chung van 1a mot xa hoi thong tin dong. Nhiéu ngudi
van coi viéc cung cip thong tin cho doanh nghiép hay khach hang 1a mét dic an
ma ho chi ban cho nhitng doanh nghiép hay c4 nhan quen thudc. Chinh diéu nay 13
mot trong nhitng yéu td co ban can trd cic doanh nghiép ap dung marketing truc
tiép. Marketing truc tiép doi hoi doanh nghiép phai cung cip thong tin ddy da cho
khach hang dé khach hang danh gia, lya chon san phim va doanh nghiép ho can.

2.3.3.7.  Vén d¢ bao dam an ninh mang va thanh toin qua mang

M3di cong cu marketing truc tiép déu c6 nhitng kho khan riéng khi dua vao
mg dung tai Viét Nam. Tuy nhién, mot trong nhitng diéu kién co ban dé marketing
¢ thé duogc ung dung chinh la nhiéu phuong thic thanh toan, dac bi¢t 1a thanh
toan qua mang, qua tai khoan ngan hang. Tuy nhién, thuc té, viéc thanh toan va

giao hang tai Viét Nam twong d6i kho khan.

Ong Lé Trung Nghia - Giam doc Cong ty c6 phan phan mém, thuong mai
dién tir Nhit Vinh - nhan dinh: “Hoat dong cua cac doanh nghi¢p dang
phat trién thuong mai dién tir hién nay van con dé dit va chua thyuc hién
da mot chu trinh thuong mai dién tir vi con thiéu nhitng diéu kién can nhu

co s& phap 1y, ha tang bao mat, thanh toan truc tuyén...".

Khau thanh toan truc tuyén hién ciing dang 13 bai toan kho giai véi tat ca
cac doanh nghiép ap dung marketing va c6 yéu ciu thanh toan thang & Viét Nam.
C6 thé tim thay trén nhiéu website ban hang qua mang dong chit: “Do dic thu
thanh todn tai Viét Nam nén chung t61 chua thé trién khai viéc thanh toan qua
mang”, hoic “Hang s& duoc gui dén Quy khach ngay khi ching t6i nhan dugc
thanh toan”. Vi chua ai dinh chuan thanh toan cho céc giao dich trén mang, nén
cac doanh nghiép ap dung marketing truc tiép thuong ty xac dinh phuong thirc
thanh toan riéng, phi hgp v&i minh. Thu tuc thanh toan thuong phai thém nhiéu
budc: xac nhan lai don ddt hang béng fax, email, dién thoai, sau d6 cho khach
hang chuyén tién qua buu chinh roi méi thyc hién giao hang. Diéu d6 khién bén
mua ngai to1 voi1 thuwong mai dién tr, voi1 marketing truc tiép; con bén ban thi

khong tin 1am vao loi ich ctia viéc ban hang qua mang.

Thém ntra, viéc giao hang chi thuan loi cho ngud1 mua hang thude cac quan
n6i thanh cta hai thanh phd 16n Ha Noi va TP.HCM. Con lai, phi giao hang co6 khi

con 16n hon gié tri hang.
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Minh hoa 3.5. Giao hang khé khin, phi giao hang 16n[37]

Sau khi mdt khach hang ¢ Binh duong dang ky mua mot dia nhac tai trang
web www.tienphong-vdc.com.vn. Ho nhan dugc dién thoai tor Ha No1 xdc nhan
chinh thirc vé don dit hang. Nhung diéu kién giao nhan hang lai kém theo chi phi
giao hang qua buu chinh 1a 38.000 d trong khi gia dia nhac chi...37.000 d. Mot
khach hang khic dang ky mua sach tai dia chi giao hang tai quan I, Tp. H6 Chi
Minh nhung sau khi d& chuyén tién qua thé va dugc xac nhan cta ngudi ban nhung
hang van khong dén theo diing ngay gio giao hang di dit trong don. Mot tuan sau,

khach hang nhan dugc thong bao 1a loai sach dit mua khong c6 san tai Tp. HO Chi

Minh ma ngudi mua phai tra thém tién chuyén hang tir Ha Noi vao.

Thuc té néu trén chi 13 mot phan nho 1y do khién ngudi mua chua yén tdm
v6i viée dat mua hang qua mang... D6 1a chua néi dén viéc néu hang duoc giao
qua cac dich vy giao hang bi bé, vd... ngudi mua khong biét kéu ai, nhat 13 khi
ngudi mua vira khong co thoi gian lai khong mudn khiéu kién. Trudc diy, nhiing
1y do nhu dudng truyén cham, s6 nguoi tham gia internet chwa nhiéu, nguoi ding
chua c6 théi quen mua hang qua mang, chua cé hanh lang phép 1y... thuong dung
dé 1y giai cho viéc kinh doanh qua mang cham phat trién. Thé nhung hién nay,
duong truyén internet tuwong d6i rong, sd nguoi tham gia internet dong, ngudi
mudn mua hang qua mang va thanh toan bang thé tin dung da ting, thi liéu ngudi

mua va nguoi ban cd dén voi nhau?

Minh hoa 2.21. Quy trinh thanh toin qua mang

1. Khach hang vao trang web ban hang trén mang dat mua va khai bao thong tin
trén thé tin dung.

2. Thong tin cia khach hang duoc chuyén thang dén ngan hang cua ngudi ban néu
ngudi ban c6 TKBH (Merchant Account), néu khong thi thong tin nay duoc
chuyén dén bén tht 3 (Third Party) 1a nha cung cap dich vu xir 1y thanh toan
qua mang ma nguoi ban da dang ky dung dich vu. Thong tin cua khach hang
khong luu trén may chu cia ngudi ban. Nhu vay s& han ché tin tic (hacker)
danh cip thong tin thé tin dung.

3. Ngan hang cua nguoi ban hodc cta bén thir 3 s& kiém tra tinh hop 18 thong tin
thé tin dung cua khach hang thong qua Giao dich di¢én tr An Toan (Secure
Electronic Transaction). Qu4 trinh nay dién ra chi mat vai gidy.

4. Ngan hang phat hanh thé s& phan hoi cho ngan hang yéu cau kiém tra tinh hop

1€ cua thé (thong tin da dugc ma hoa).
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5. Sau d6 thong tin nay duoc giai ma dé giri vé cho ngudi ban.
6. Nguoi ban dya trén thong tin nay dé ra quyét dinh ban hay khong. Ho giri email

thong bao r& don hang cé duoc chip nhan va xu 1y hay khong.

7. Nguoi ban hang giri hoa don thanh toan dén cho ngudi mua va giao hang.

Nguon: Theo vitanco.com

Thuec té cho thiy internet van dang tao ra vo sé co hoi phat trién kinh doanh
cho nhitng khu vyc it loi thé c6 thé tham gia vao cac giao dich toan cau ma khong
can phai ban tdm nhiéu vé chi phi... Lam sao c6 thé tan dung internet dé mé rong
thi truong, tim thém co hdi cho san phém, dich vu ctia minh d3 tré thanh diéu ma

cac doanh nhan, doanh nghiép Viét Nam khong thé khong quan tam.

Céc s0 lidu thong ké vé so trang web ¢ Viét Nam hién nay chua chinh xac.
Theo trang www.vietnamwebsite.net, tinh dén thang 6/2003, da c6 khoang hon
6.500 website ctia cac doanh nghiép Viét Nam. Tuy nhién néu phan loai theo
nganh nghé thi chi c¢6 khoang 3.400 website cia doanh nghiép. Trir di s doanh
nghiép c6 nhiéu hon mot website va tinh trén tong sé doanh nghiép dang hoat dong
(khoang 70.000) thi c6 khoang 5% doanh nghiép c6 website.

Con néu dung cong cu tim kiém Google véi tir khoa “gié hang” - ddc trung
cua cac trang web TMDT - thi chi co thé tim duoc 81 dia chi, bo nhirng dia chi bi
trung 1dp thi chi con khoang hon 50 website dugc xay dung theo mo hinh TMDT.
Khao sat k¥ hon céc trang web trong s6 50 website nay thi chi c6 khoang hon 20
dia chi c6 kha nang thu hut khach hang qua mang, s con lai gan nhu chi trung bay

san phélm, it chiu cap nhat thong tin.

Pé cap dén nhiing van dé gay trd ngai khi ung dung thwong mai dién tir
trong nim 2007, van dé an ninh mang di dugc doanh nghiép va ngudi tiéu ding
danh gia 13 tr& ngai hang dau (trong nim 2006, an ninh mang 13 trd ngai tha 3, sau
tré ngai vé nhan thac vé thuong mai dién tur va tré ngai vé thanh toan thuong mai
dién t). Tiép sau do 1a tré ngai vé thanh toan thuong mai dién tt, vé nhan thirc va
phap 1y. Theo Giam dbc diéu hanh mang www.thuonghieuviet.com, viéc 4p dung
thuong dién tir cho dén nay van con trong d6i mao hiém bai luat phap chua bao vé
dugc cac doanh nghiép trudc nhitng hanh dong "bao luc” cta cac hacker "mil den",
chua xtr 1y nghiém bang Luat Hinh suy. Khau thanh toan truc tuyén van 1a bai toan

kho giai, da s6 doanh nghiép van ap dung hinh thirc "thi cong” tirc 13 thanh toan
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tién dang chuyén khoan hoic bing tién mat khi giao hang. Ciing c6 don vi ding
phuong phap tong hop nhu www.golmart.com va dé khach hang thanh toan nhu:
thé tin dung quéc té (Visa, Master), chuyén khoan, chuyén tién buu dién, iy tién
mit... Tuy nhién, s lwong nguoi dung thé tin dung chwa nhiéu, hodc c6 thi ciing
chua dam thanh toan tryc tuyén vi so "mat" tién do so suét trong giao dich bi

hacker trom mat ma tai khoan.

Trén day 1a mot sd nhitng thach thic va kho khin cho cac doanh nghiép da
dang va c¢6 y dinh ap dung marketing truc tiép. Nhung bén canh do, ciing cé nhiéu
co hoi cho marketing truc tiép phat huy hiéu qua & Viét Nam. Hy vong rang, theo
thoi gian, cac doanh nghiép Viét Nam cé thé phat huy dwoc hiéu qua cia
marketing truc tiép, nam lay cc co hoi kinh doanh dong thoi khiac phuc dan nhiing
diém yéu ctua marketing tryc tiép cling nhu nhimng thach thirc dé ton tai va phat

trién trong mot moi truong kinh doanh toan cau.

Pé di dén két luan vé kha ning ap dung marketing truc tiép ¢ Viét Nam,
NCS d3 hoi nguoi tiéu dung vé kha nang ho chip nhan hudng tmg cac hinh thic
marketing tryc tiép. Cudi cung, ngudi tiéu ding da tham gia tra 151 cAu hoi “cac
doanh nghiép c6 nén dwa marketing truc tiép vao ap dung & Viét Nam hay khong?”

Két qua tra 101 thé hién trong biéu d 2.15.

Hau hét khach hang déu cho rang, c6 nén dua marketing truc tiép vao ap
dung & Viét Nam, dic biét 1a marketing qua internet. Tiép theo d6 1a marketing
qua di¢én thoai, day la cong cu can thiét, cung cﬁp cho khach hang nhiéu sy lya

chon hon vé phuong thirc mua hang.

Biéu d6 2.15. C6 nén ap dung cac hinh thirc mua ban trye tiép & Viét Nam?

= Panh gia trung binh —=— Pj léch chuin
4.50 0.90
.84
4.00 8 L 0.80
3.50 -
= 0.68 - 0.70

3.00 - /

| I - 0.60
2.50 412 050
2.00 325 4.10 .
1.50 - - 0.40
1.00 0.30

Mua hang qua thu Mua qua dién thoai Mua qua internet

Nguon: Dir liéu diéu tra cia NCS, 2005-2006
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Khong khach hang nao trong nghién ctru niy cho rang, khong nén ap dung
marketing tryc tiép & Viét Nam. Tuy nhién, hinh thirc marketing qua thu truc tiép
c6 vé dugc it khach hang huong ung nhat, dic biét cac hinh thic marketing yéu
cau khach hang gui thu dat hang 1a khong phu hop. Chinh vi thé, cac doanh nghiép

cling nén can nhic that k¥ truéc khi dua hinh thirc ndy vao ap dung.

Minh hoa 2.22. Chi phi quang cdo trén mang dwoc xic dinh dua vao két qua

So v6i cac hinh thirc quang céo khéac, quang cdo truc tuyén dang trd thanh cong
cu thoi dai véi cac tinh ning vuot troi ciia marketing truc tiép. Véi mot quang
c4o truyén hinh, bao in, kha ning kiém soat lugng ngudi tiép can s& han ché
hon quang cao truc tuyén. Ong Phan Minh Tam, Chu tich HPQT Céng ty cb
phan Quang cio truc tuyén noi vé loai hinh quang céo nay: "Vé&i phuong thirc
chi tinh tién khi khach hang click chudt, quang cdo tryc tuyén di gop phan giup
cac nha kinh doanh hiéu 13, ho bo tiém ra va biét dong tién ay chay di dau, hiéu

qua nhu thé nao. Toi tin vao sitc manh ctia cong cu nay".

Hinh thitc mua ban tryc tiép voi cac nhan vién ban hang c4 nhan toi tan nha
khach hang, hoac dung dién thoai hodc email tiép can khach hang dé gtri nhitng
thong tin cd nhan hién tai & Viét Nam da va dang bi nhin nhan nhu 14 hinh thuc
mua ban khong trong sach véi sy g1 dung cua cadc doanh nghiép hodc ¢4 nhan kinh
doanh bat chinh, tim cach lira khach hang, ban cho khach hang nhiing san pham
gia, dom hodc nhitng san pham véi chat luong thong thuong nhung duoc quang ba
thai qua. Tinh hudng tuong ty clia cac cong ty ban hang da cap da va dang lam cho
khach hang ludn canh giac trudc cac hinh thirc tiép can khach hang truc tiép. Hon
nita, tinh trang guii thu quang cdo qua nhiéu hodc thu giri kém virus trén mang
internet vao cac hdp thu cling lam cho khach hang canh gidc. Chinh vi vay, khong
phai lic nao cac hoat dong marketing truc tiép ciing dé dang dugc khach hang

chép nhan.

Tuy nhién, c6 thé no6i rang, viéc mua sam trén mang dan trd thanh thoi quen
cua nhitng nguoi ban ron. Cudi ndm, cac nha kinh doanh trén mang dua ra nhiéu
chuong trinh khuyén mai, giam gia hap dan nén cac si€u thi 4o, chg 4o cling nhon

nhip ké ban ngudi mua khong thua gi cho truyén thong.
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2.3.4. Dw dinh irng dung va diu tw cho marketing truc tiép tai cic doanh
nghiép Viét Nam

2.3.4.1.  Pau tu cho co s& dir liéu khach hang

Cac doanh nghiép trong nghién ctru nay di nhan ra duoc tim quan trong
ctia co s dir liéu ddi vai viée ra cac quyét dinh chién luge. Chinh vi thé, hau hét
céc doanh nghiép dugc tim hiéu déu cho biét y dinh phai xdy dung va hoan thién

co s¢ dir liéu cua minh.

C6 t6i 91% sd doanh nghiép trong nghién ctru cho rang, ho s& c6 gang dé
“tin hoc héa” co s& dir liéu sin co cua minh dé co thé sir dung khi can thiét. Con
9% cac doanh nghiép cho rang, ho chua co ¥ kién gi vé van dé nay. Tuy nhién, khi
duogc hoi k¥ hon, cac doanh nghiép lai khong thuc su biét cach lam thé nao c6 thé
c6 dugc mot co so dit liéu hiéu qua. Khi NCS hoi ho vé mot loai phﬁn mém co s6
dir liéu khach hang d va dang duoc nhiéu doanh nghiép quan tim st dung boi tinh
linh hoat va hi€u qua cua nd trong cac hoat dong marketing 1a quan 1y quan hé
khach hang (CRM) thi rat nhiéu nguoi tra 161 “khong biét”. Pay thyc sy 14 mot van
dé 16n khi cac doanh nghiép mudn ap dung tin hoc trong quan 1y hoat dong kinh
doanh nhung lai khong biét dén nhiing phan mém chuyén dung. Thém nira, khi
duge biét dé c6 duoc mot phan mém chuyén nghiép quan 1y dir lidu c6 thé 1én t6i
15-20 ngan d6 la thi nhiéu doanh nghiép da lac dau véi Iy do “qua dat”. Thuc ra,
néu véi mot phan mém co sé, khong duoc xdy dung dya trén nén tang nhu cau
khach hang thi gia chi vao khoang $2000 do6 la va trén co sé do, doanh nghiép co

thé phat trién theo ¥ mudn ciia minh.

Cac doanh nghiép ciing c6 thé tim kiém thong tin vé khach hang theo nhiéu
cach khac nhau, nghién ctru thong tin, mua thong tin hay yéu cau khach hang cung
cap thong tin. Bén canh dé, ho cho biét, nhiing thong tin da c6 vé ting khach hang
da dugc ho luu trir nhung can c6 thoi gian dé ho sap xép lai va dwa nhiing thong
tin d6 vao co s& dir lidu theo nhu cau riéng. Hau hét cac doanh nghiép c6 mot vai
nhan vién la cir nhan tin hoc nén kha nang ma ho c6 mot co s¢ dir li¢u hoan chinh

trong vong 2 nim tGi 14 rét cao.
2.3.4.2. Du dinh ap dung buu chinh marketing

Vi viéc danh gia tac dung tich cuc cua thu truc tiép nhu da trinh bay, li¢u
cac doanh nghiép co y dinh tiép tuc sir dung thu truc tiép hay khong? Thuec ra, chi

¢6 57% cac doanh nghiép trong nghién ciru nay khang dinh 1a sé& tiép tuc sir dung
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hinh thtrc nay trong kinh doanh. Con 25% céac doanh nghiép tra 101 “khong biét” va
18% tra 101 “khong”.

Nhu vay, van con khong it cac doanh nghiép khong san sang st dung hinh
thirc nay trong kinh doanh, ddc biét, d6 la cdc doanh nghiép kinh doanh & dia
phuong c6 nén tang kinh té kém phat trién, khong c6 nhiéu ddi thu canh tranh.
Thém nita, do nhan thtrc vé& ban chit marketing truc tiép con chua day du nén sb

lugng cac doanh nghiép nay con khaé cao.
2.3.4.3. Du dinh ap dung telemarketing

Trén 90,4% doanh nghiép cho réng, chic chin sé st dung dién thoai/fax dé
lién hé vé6i khach hang bai hinh thire nay dép Gng nhitng yéu cau ciia khach hang.
Pong thoi, nhitng nhuge diém cua marketing qua dién thoai cling da va dang dugc
cai thién nhu chi phi ré hon, khach hang ngay cang c6 nhiéu dién thoai hon va xu
huong str dung dién thoai nhu mét phuong tién lién lac, dé mua hang khong con

qua xa la nira.

Phan con lai 14 cdc doanh nghiép cho rang, ho sé& tién hanh lap dit thém may
dién thoai, giir s6 fax va tao diéu kién cho khach hang lién hé qua hinh thirc nay.
Néu khach hang c6 goi hoic fax dén, ho sin sang cung cap thong tin va tra 10i cau
hoi nhung ho khong chic 1a ¢6 chi dong tiép can voi khach hang qua dién thoai

khong boi ho e ngai viéc dung cham to1 nhitng gio phut cd nhan cua khach hang.
2.3.4.4. Dy dinh ap dung marketing va bin hang qua truyén hinh true tiép

Theo thoi gian cung véi sy phat trién cta cong nghé truyén hinh cap, ¢ t6i
1/3 s6 doanh nghiép dugc hoi cho rang, néu diéu kién cho phép, ho san sang thué
mot kénh truyén hinh nao d6 2 gio trong vong 1 tuan dé gidi thiéu san pham cua

minh voi chi phi hop 1y.

Nhiéu doanh nghi¢p cho biét, voi nhitng kinh nghiém hoc dugc tor nude
ngoai, dic biét 1a cac san pham tiéu dung twong dbi dic thu, ban hang qua kénh
truyén hinh tryc tiép duoc coi 13 phuong thirc hitu hiéu dé gidi thiéu va ban hang,
trong thoi gian gidi thiéu san pham mdi. Chinh vi thé, cho du chua sir dung nhung
ho cho biét s& thur nghiém néu dich vu quang cao qua kénh truyén hinh thué riéng

duoc trién khai tai Viét Nam.
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2.3.4.5. Duwdinh ap dung internet marketing

Co t6i 80% s6 doanh nghi¢p duoc hdi cho rﬁng, ho sé& sir dung internet nhu
mot phuong tién nham tiép can khach hang mot cach khach quan. Ho di nhan thirc
dugc tim quan trong cua internet trong cudc séng hang ngay ciia khach hang. “Toi
khong thé tudng tugng duoc mot ngay thiéu internet” 13 cau hoi cira miéng cta rat
nhiéu nhan vién vin phong & Ha Noi ngdy nay. Do do, cac doanh nghiép di va
dang thuc hién ké hoach dua thong tin 1én mang va tim céach lién két voi mot sd
trang web duoc nhiéu nguoi Viét Nam tham gia nhu vietnamnet.vn, vnexpress.net
hay dantri.com.vn, thanhnien.com.vn hodc tuoitre.com.vn dé mdi khi khach hang
tim kiém san pham hodc doanh nghiép cung cép thi tén doanh nghiép s& c6 mat tai

cac trang tim kiém dau tién.

Bén canh viéc thiét ké va hoa mang website cé tinh tuong tac, cac doanh
nghiép ciing cho biét, email s& 1a cach co ban dé ho 1am viéc vé6i cac dbi tac va
khach hang. Ho d3 va dang nang cip hé théng thong tin, tim cach lam mdi minh
lién tuc dé vira hip dan khach hang, vira dam bao tinh bao mat ciia nhitng thong tin

quan trong trudc tinh bao thong tin ctia d6i thu canh tranh.

Mot sé doanh nghi¢p con cho biét, vi ho 1a doanh nghi¢p nho nén ho
khuyén khich nhan vién ctia minh thanh 1ap cic nhom, cac dién dan va blog dé vira
thu hat nhom tham gia, vira khuéch trwong hinh anh ctia minh. Qua do, s& ngay
cang c6 nhiéu ngudi biét vé doanh nghiép, vé san pham va do6 1a mot trong nhiing

cach 1am marketing tu nhién nhat.
Két luan chuwong

Vi¢t Nam, thi trudong méi voi trén 80 tri€u dan tuy khong 16n nhung ciing
duoc nhiéu doanh nghiép trén thé gidi hudng tdi vai tdc do phat trién cao va nhiéu
co hdi kinh doanh con bo ngd. Canh tranh da va s€ con khéc liét hon cho cac
doanh nghi¢p Viét Nam, voi rat nhiéu nguoi Viét Nam sung ngoai. Hon nita, cude
song cong nghiép da va dang tac dong khong nho tdi phong cach séng, hanh vi
mua sam va tiéu dung ctia ngudi dan, dic biét 1a gidi tré. Marketing truc tiép da va
dang dugc cac doanh nghiép dua vao ing dung & cac mirc d khac nhau va dem lai
it nhiéu hiéu qua cho ho. Tan dung sy phat trién cta kinh té xa hoi, su thay doi
trong hanh vi mua sam va tiéu ding, marketing truc tiép v&i cac biéu hién cu thé

nhu buu chinh marketing, telemarketing, marketing qua truyén hinh tuong tac va
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internet marketing... chic chan con dugc cac doanh nghiép sir dung boi nd phu hop

v6i1 thoi dai va cudc song cong nghiép.

Nhitng wu va nhugc diém ciia marketing truc tiép noi chung, cia ting cong
cu marketing truc tiép néi riéng da dugc cac doanh nghiép nhan ra. Kha nang tiép
can khach hang ¢ nhiéu noi ma khong bi phu thudc va thoi gian va khong gian, voi
chi phi thap va thong tin ddy du 14 nhitng diém manh co ban ma marketing truc
tiép dem lai cho cic doanh nghiép néi chung va cac doanh nghiép Viét Nam noi
riéng. Bén canh d6, marketing truc tiép cling con mot s6 han ché nhu n6 khong chi
phu thudc vao nd luc cia timng doanh nghiép ma né phu thudc vao sy phat trién
kinh té x4 hoi noi thi truong ma doanh nghi¢p kinh doanh, phu thudc vao co so ha

tang thong tin va phu thudc khong nhé vao théi quen tiéu ciing cuia khach hang.

Internet marketing va thuong mai dién tr dugc xem la tuong tu nhau néu
xét trén goc do ing dung cong nghé thong tin trong hoat dong kinh doanh va tiép
can thi trudng. Va no ciing chinh 14 céng cu duoc ung dung nhanh va nhiéu nhét
hién nay bén canh telemarketing. Cac cong cu khac nhu marketing qua email, qua
dién thoai hay tham chi marketing qua truyén hinh ciing dd va dang 1 nhiing
phuong thirc kinh doanh ma nhiéu doanh nghiép con bin khoan trong ap dung. Cac
doanh nghiép Viét Nam van con chua hiéu hét ban chat ctia marketing truc tiép
cling nhu nhirng o1 ich va bat loi cua marketing truc tiép. Chinh vi thé, ho chua

tao diéu kién cho phat trién marketing truc tiép tai doanh nghiép ctia minh.

Trudce co hdi va thach thic cia toan cau hoa, cac doanh nghi¢p Viét Nam
cling dang dan dan ap dung mot sd cong cu co ban ctia marketing truc tiép nhu buu
chinh marketing, telemarketing, marketing qua truyén hinh twong tac va dac biét 1a
internet marketing. Cac san pham nhu vin phong pham, my pham, dich vy, hang
tiéu ding mau hong va cac san pham dau vao cho qua trinh san xuét tiép theo (mua
tir nha cung cap quen thudc) da va dang dugc nha cung cip ap dung marketing truc
tiép. Hoat dong marketing tryc tiép duoc cac doanh nghiép thuc hién véi ca khach
hang t6 chtrc va khach hang nguoi tiéu dung. Hoat dong marketing truc tiép dugc
cac doanh nghiép Viét Nam danh gia twong ddi tich cuc ca vé hiéu qua 1an kha
ning 4ap dung. Tuy nhién, do kha ning tng dung marketing truc tiép phu thudc
khong chi vao cac yéu t chu quan cua doanh nghiép ma con phu thudc vao nhitng
anh huong cia moi truong bén ngoai, dac biét 1a hanh vi va thoi quen mua hang
ctia khach hang nén hién tai, cdc doanh nghiép Viét Nam van con chua thuc sy an
tam dau tu cho marketing truc tiép, ddc biét 1a dau tu cho co so dit lidu khach

hang. Nhitng kho khin ma doanh nghiép c6 thé gip phai trong qua trinh dua
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marketing tryuc tiép vao ung dung tai Viét Nam néu trén co thé chua thuc su cu thé
nhung hy vong né s& 1a co s& dé cac doanh nghiép can nhic viéc dwa marketing

truc tiép ung dung vao hoat dong kinh doanh ctia minh.

Tuy nhién, theo xu huéng phat trién cua thé gisi, marketing truc tiép da,
dang va s€ la mot trong nhitng cong cu marketing dugc cac doanh nghiép ap dung
nham tiép can thi truong toan cau, ciing voi cac cong cu khac ctia marketing, gitp
thiét 1ap mdi quan hé dai han v&i khach hang tir khap moi noi trén thé giéi ma

khong phu thudc vao thoi gian va khong gian lam viéce.

Tat nhién, dé ap dung thanh cong marketing truc tiép, can c6 nhimng diéu
kién ca vé khach quan 13n diéu kién chu quan cua chinh doanh nghiép. Nhitng diéu
kién ma cac doanh nghiép xac dinh c6 thé dung theo danh gia chii quan cua ho.
Tuy nhién, trén co s& nhitng danh gid cua cadc doanh nghi¢p, NCS hy vong cac nha
quan 1y kinh té c6 thé mot mat dau tu nhidu hon, mit khac c6 thé cho phép cic
doanh nghiép dau tu cho hoat dong marketing truc tiép nhim tiép can khong chi
voi cac khach hang Viét Nam ma cd cac khach hang & cac thi truong khac mot
cach hiéu qua hon. D6 moi chinh 1a muyc ti€u cua marketing truc tiép, cho du, cac
khach hang nudc ngoai & rit xa va ho chua ting tan muc s¢ thi doanh nghi¢p va

san pham ma doanh nghiép cung cap.
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CHUONG 3. NHUNG GIAI PHAP CO BAN NHAM TANG CUONG
UNG DUNG MARKETING TRUC TIEP TAI VIET NAM

C6 thé nodi rang, marketing truc tiép di va dang duoc cac doanh nghiép

khap noi trén thé gi6i ap dung

3.1. Mot sb cin cir dé xuat giai phap ting cuwong g dung marketing
true tiép tai Viét Nam
3.1.1. DPinh huéng phit trién kinh té Vigt Nam dén nim 2020

Qua hon 20 nim do6i méi, hé thdng phap luat, chinh sach va co ché van
hanh cua nén kinh té thi truong dinh hudng xa hoi chu nghia ciia Viét Nam da va
dang duoc xay dung twong dbi dong bo. Hoat dong ctia cac loai hinh doanh nghiép
trong nén kinh té nhiéu thanh phan va bd may quan 1y cia Nha nudc da doi moi
mot cach dang ke, timg bude tach chirc ning quan 1y nha nudc vé kinh té vai chire
nang kinh doanh cta cac doanh nghiép. Nha nudc chuyén tir can thiép truc tiép
vao nén kinh té sang can thiép gian tiép thong qua hé théng phép luat, ké hoach, co

ché, chinh sach va cac cong cu dicu tiét vi mo khac.

Hé thdng co s ha ting ciing timg budc phat trién dong bd cing véi kién
truc thuong tang, co ché quan 1y thi trudng ciing da va dang duogc thuc hién theo
co ché méi. Cac thi truong hang hoa phat trién voi quy mé 16m, tée do cao; cac thi
truong dich vy, lao dong, khoa hoc va cong nghé, bat dong san dugc hinh thanh va
dan hoan thién. Céc chi sb vi mo ctia nén kinh té co ban dugc gitr 6n dinh, tao moi
truong va diéu kién can thiét cho sy phat trién kinh té. Tiém luc tai chinh ngay
cang dugc ting cuong, thu ngan sach tang trén 18%/nam; chi cho dau tu phat trién
binh quan chiém khoang 30% tong chi ngan sach. Quan hé tién - hang co ban hop
1y, bao dam hang hoéa thiét yéu cho san xuat va doi séng, gia tiéu dung binh quan
hang niam ting thip hon muc ting GDP... P6 1a nhiing co so tot cho nén kinh té

Viét Nam tiép tuc da ting trudng clia minh.

Tuy nhién, dé nhanh chong thuc hién dugc muc ti€u phat trién kinh té x4
hoi chung, cac doanh nghiép Viét Nam con rat nhiéu viéc phai 1am, boi khong it
kho khin dang cho d6n ho phia trude. Thir nhdt, vin dé phan phdi thu nhap chua
ddng déu: phan 16n khach hang & nong thon,ving ven chwa cé diéu kién tiép can
v6i1 cac hoat dong cia marketing tryc tiép. Thuwr hai, co so ha téng o6 Viét Nam chua
hoan chinh, ti I¢ thué bao dién thoai, internet con théip va chua déng déu. Bén canh

d6 cac kénh truyén hinh chua phong pht, da dang, dai truyén hinh Viét Nam hién
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nay co bdn kénh: VIV1, VTV2, VTV3, VTV4 (danh cho nguoi Viét Nam ¢ nudce
ngoai) va VTV5 danh cho ba con dan toc thiéu sd. Trong d6 cac chwong trinh
quang cédo moi chi tdp trung phat song & hai kénh VTVI1 va VTV3, con céc
chuong trinh quang céo dap tng truc tiép trén truyén hinh hau nhu chua hoat dong
chinh thttc. Thur ba, céc loai hang hoa, dich vu chiu stc ép budc phai &p dung
marketing tric tiép chwa nhiéu, vi du nhu: nganh thiét ké thoi trang cao cép, dich
vu du lich, khach san... mdéi chi phuc vu mot luong khach hang rat khiém ton. Bén
canh d6, hanh vi va thoi quen tiéu dung cua ngudi Viét Nam van con mang tinh
chat lang x4 nong thon, mudn s vao san pham trude khi mua. Tuy nhién, nhiing
bat loi d6 hoan toan c6 thé giai quyét dugc cung véi thoi gian, véi su ting truong
ctia cac doanh nghiép va cua ca dat nude trong diéu kién hoi nhap kinh té qubc té

va canh tranh ngay cang tro nén gay gat hon.

Viéc mo cura hdi nhép kinh té quéc té da, dang va s€ tao ra nhiéu co hdi va
ca nhitng thach thirc cho cac doanh nghiép Viét Nam. Cac doanh nghiép c6 thé hoc
hoi duge rat nhiéu kinh nghiém tir nhitng thanh cong va thit bai cua cac doanh
nghiép nudc ngoai trong viée ing dung marketing truc tiép vao kinh doanh. Pong
thoi canh tranh tré nén ngdy cang gay git, cac doanh nghiép Viét Nam phai d6i
mit v6i nguy co bi that bai ngay trén san nha. Do d6 cac doanh nghiép phai tu tim
ra huéng di ding dan cho riéng minh va marketing truc tiép sé 1a mot giai phap

cho khong it thanh vién trong s6 ho.

3.1.2. Sw phdt trién ciia marketing trwe tiép trén thé gigi

Céc chuyén gia marketing trén thé gidi cho rang viéc tmg dung marketing
trén thé gidi dang bién d6i manh mé tir hinh thirc marketing truyén thong dai tra
sang marketing truc tiép. Theo do, triét 1y ciia marketing tap trung vao viéc thoa
man khach hang dé ho gén b6 v&i thuong hidu can thuc hién mot cach c4 nhan
thay vi dai trd. Cach ddy 50 niam, marketing dai trd va truyén thong trén cac
phuong tién thong tin dai ching pho bién vi tinh don gian va tién dung. Ngay nay
moi viéc da khac. Marketing can dugce thuc hién mot cach cu thé, ca nhan qua viéc
xac dinh chinh x4c nhu cau cua ting khach hang, chir khong chi don gian 1am cho

moi nguoi nhan biét thwong hiéu bang mot thong diép truyén thong duy nhat.

Tai MY, noi c6 nhiéu nhom khach hang tiéu dung véi 16i séng va nhu cau
khac nhau, phong céach tiéu ding thay doi nhanh chéng da va dang tao ra thach

thirc nhung dong thoi ciing 1a co hdi 1am an cho cic doanh nghiép 4p dung
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marketing. Hién tai, nguoi tiéu ding cao tudi (65-84 tudi) va cac nhom thiéu sd
dang ting manh ¢ thi truong My. Du bao dén nim 2050, sé luong ngudi gbec Nam
My sé& ting gap d6i va chiém dén 24% dan s6 nuéc M. Cung lic, ngudi da den sé
tang thém 72% (chiém 15% dan s6 nuéc My) va ngudi gbc A ting gap d6i (chiém
8% déan s6). Bén canh d6, thanh phan cac ho gia dinh & My ciing thay ddi, thém
nhiéu ngudi doc than cd con, vo chong khong con, nhiéu ngudi séng doc
than... Trong diéu kién do, cac chuyén gia marketing va cac doanh nghiép M§ cho
rang marketing truc tiép va cac chién lugc marketing theo timg nhém nhé khach
hang cung v6i quan 1y quan hé khach hang 13 nhiing chién lugc chu yéu phat huy
hiéu qua. Cac doanh nghiép nén tng dung marketing truc tiép, twong tac, trén co
so dir liéu khach hang, ddi thoai hai chiéu... dé c6 thé dap ing nhanh céc nhu cau
ctia khach hang trén kénh giao tiép ho mong muén. Bén canh d6, cac doanh nghiép
cling can c6 cac chuong trinh marketing nham thiét 14p méi quan hé 1au dai véi
khach hang boi khach hang chinh 1a myc tiéu ctia marketing va 1a déi twong ma

doanh nghiép phai phuc vu, dem lai 191 nhuén cho doanh nghiép.

Khi ap dung marketing tryc tiép, ngoai vi¢c dat ra cac cau hoi “cd dién” nhu
khach hang gém nhiing ai? ho mua nhimng gi? 1am sao giit dugc ho? lam sao dé ho
mua thém? tim ho & dau?... cac doanh nghi¢p con phai tdp hop dugc mdt co s¢ dir
liéu du manh va dang tin cdy. Theo do, co s¢ dir liu nay s€ c6 cac churc nang phan
tich (cung cap thong tin vé so thich khach hang hién tai va khach hang tiém ning);
thiét ké (1ap ké hoach tiép can phan khic khach hang muc tiéu); twong tac (thuc
hién viéc giao tiép va cac chién dich tiép thi trén phuong tién truyén thong); va
giam sat (xem xét va diéu chinh céc chién luoc cho t6t hon). Co s¢ dit liéu nay bao
gdm tat ca thong tin ghi nhan tir cac cudc gip khach hang, thu giao dich, dién
thoai, internet, héa don ban hang... dugc luu gilr c6 td chirc nham gilp nguoi lam

marketing chon lya dang va giao tiép hiéu qua véi khach hang tiém ning.

Marketing truc tiép cha trong vao phan tich thong ké va thong tin phan hoi
nén dé st dung hi¢u qua loai hinh nay, cac doanh nghiép can biét chit loc thong tin
trong ngan hang dir li¢éu cua minh. Trén thyuc té, cac doanh nghi¢p co co s¢ dir ligu
doi dao luon tim cach théa man nhiéu hon mot nhu ciu khach hang, khai thac
nhiéu loi nhuan hon tir nguén khach hang hién c6. Hon nita, néu c6 kha nang chat
loc dit lidu dé tim cac thong tin du bao kha ning tiéu dung cua khach hang trong
dai han, doanh nghiép s& dé dang hoach dinh cac hinh thitc marketing hiéu qua.

Bén canh d6, cic doanh nghiép ciing khong thé bé qua tng dung internet dé lam
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marketing truc tiép va xdy dung quan hé khach hang. “Mdi chuyén dong ctia ngudi
luét web 1a mot mau dit ligu c6 thé khai thdc va qua méi truong internet, doanh
nghiép c6 thé cung cép lién tuc cic chao ban cho bat cir ai vao mang. Ngoai ra,
doanh nghiép c6 thé két hop internet v&i phim anh va tro choi dé 16i cudn khach
hang; xay dung cac trang blog (nhat ky mang), dién dan dién tir dé lién tuc d6i
thoai v6i khach hang, qua d6 tao dung mdi quan hé va duy tri niém tin cta khach
hang [27]".

Nhan dinh vé cac xu huong hién tai co thé anh huong dén marketing toan
cau, cac chuyén gia cho rang yéu t6 cong nghé, phuong thiic giao tiép méi (blog,
iPhone...) dan dat con ngudi dén chd “quay quan bén nhau” qua mang thay vi gip
& truc tiép. Khach hang s& chi tim thong tin qua dién thoai, mang internet, cac
phuong tién nghe nhin... Vi thé, cac chién dich can sir dung cac phuong thirc
truyén thong va cac kénh phan phdi da phuong tién. Bén canh dé, sy lan rong cua
ha ting internet c6 thé s& dan dén ké hoach phat trién giao dién ngudi ding mang
toan cau, dua khach hang dén mét thi truong khong con bién gidi. Tién si Leon
Schiffman, Truong Pai hoc St. Johns, New York, My, cho réng trong bdi canh do,
viéc ap dung thwong mai dién tir va marketing truc tiép 1a tat yéu. N6 giup doanh
nghiép theo dodi dugc nhiing khach hang nao da tung “ghé vao” cua hang truc
tuyén nao mua sam, tir d6 thong hiéu va c6 ké hoach cho nhitng nhém khach hang
khac biét.

3.1.3. Xu hwong hanh vi mua hang cua nguoi Viét Nam

Theo két qua nghién ctru, c6 thé khiang dinh rang, marketing truc tiép co
kha nang phat huy hiéu qua thanh céng ¢ Viét Nam véi mot s6 san pham, trén mot
sb thi truong, voi mot s6 khach hang cu thé béng mot sd cong cu nhét dinh. O day,
NCS chi xin dé cép t6i cac cong cu ma qua d6, khach hang co thé phan ung véi
cac thong diép marketing truc tiép, do la thu buu chinh, dién thoai/fax va

internet/email.

Véi da sé khach hang cong nghiép, mua hang qua dién thoai 1a cong cu
thich hop nhat boi hién nay, cong nghé thong tin va nganh vién thong ¢ Viét Nam
tuong doi phat trién véi khong dudi 6 nha cung cap (Vinaphone, Mobifone,
Viettel, S-phone, HT Mobile, E-Telecom...) Vi khoang 85 triéu dan (khoang 20
tri¢u ho gia dinh) nhung tinh téi1 dau nam 2008, sd luong thué bao di¢én thoai &
Viét Nam da 1én téi 57.500 (trong do, c6 khoang 40 triéu thué bao di dong). Pac
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biét, voi cac gia dinh & thanh thi, c6 gia dinh s& hitu téi 2 s6 dién thoai cb dinh va
mdi thanh vién trong gia dinh lai c6 tr 1 t61 2 may di¢én thoai di dong. Chinh vi
thé, cac doanh nghi¢p co thé dua hinh thirc ban hang qua dién thoai vao hoat dong
kinh doanh cta minh. Piéu d6 con phu thudc vao cach thirc 1am marketing cua

doanh nghiép ciing nhu chién lugc kinh doanh ctia doanh nghiép nira.

2 Qua thuw
Thuc pham
Hang lau e
bé Trang phuc Qua dién
én .
‘\_”7 thoai, fax
) . i _ Qua
Van ppong Hoa:my internet/e
pham pham mail

Biéu d6 3.1. Mirc dd phit hop ciia cac hinh thirc marketing truc tiép véi cac loai
san phim khac nhau

Nguon: Dir liéu diéu tra cia NCS, 2005-2006

Tuy nhién, dé c6 thé c6 duoc cac cude dién thoai goi mua hang cua khach
hang, doanh nghiép hay ngudi ban hang chic chin phai ¢ cac chuong trinh truyén
thong khac dé tao sy nhan biét ciia khach hang vé san pham va doanh nghiép, cho
khach hang biét vé& nhirng gia tri loi ich ctia san pham ciing nhu cung cip cho
khach hang sb dién thoai/fax ciia doanh nghiép dé khach hang lién lac khi can.
Chuong trinh truyén thong hd trg hop 1y nhét d6i véi khach hang nguoi tiéu dung

chinh 14 quang c4o va tuyén truyén qua truyén hinh, qua dai phat thanh va béo chi.

Theo danh gia ctuia khach hang, viéc mua hang qua di¢n thoai 1a phu hop
nhat v&i cac san pham thuc pham, hang tiéu dung mau hong, tiép theo d6 13 vin
phong pham, héa my pham. Céc loai trang phuc ciing c6 thé duoc mua qua dién
thoai voi diéu kién 1a khach hang di quen thudc voi nha cung cap. Do d6, nha cung
cap da biét mot cach twong ddi vé kich ¢ ciing nhu s¢ thich cta d6i tac dé co thé

dua dén cho khach hang nhitng san pham phu hop nhét véi ho.

Khach hang ngudi tiéu dung thuong sir dung dién thoai dé mua hang thuc
pham va hang tiéu ding mau hong. Khach hang cong nghiép thi coi dién thoai 14

cong cu hiru hi¢u phuc vy viéc mua san pham cua t6 chic do, diac biét la van
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phong pham. Céc cira hang dich vu thuong dit hang qua dién thoai nhirng san

pham dau vao can thiét (nguyén nhién vat lidu) cho qua trinh cung cp dich vu.

Khach hang Viét Nam cho rang, internet hay email ciing c6 thé duogc ho st
dung dé mua hang. Ho s& tim hiéu nhiing thong tin qua mang, qua nhiéu ngudn
khac nhau va néu c6 nhu cau, ho s& dit hang qua email hodc diang ky truc tiép tai
trang web ctia nha cung cap. Piéu nay ciing ddng nghia v6i viée ban than doanh
nghiép di phai co cac chuong trinh marketing qua internet, giri day du thong tin vé
san pham, vé doanh nghiép 1én mang - nghia 1a ddi tha canh tranh ciing hoan toan
c6 thé biét duoc thong tin d6. Nhu vay, dé marketing truc tiép qua mang internet
thanh cong, chac chan doanh nghiép s& phai c6 nhimng cach thirc hiéu qua hon dé
c¢6 thé “tang hinh chién luoc”. Piéu quan trong nhét chinh 1a kha ning nhan biét
dugc dbi tuong khach hang muc tiéu moét cach rd rang va chinh xac nhat dé chi guri

thong tin dén nhing khach hang tiém ning d6 ma thoi.

Theo danh gia cta khach hang, san pham tiéu dung lau bén phu hop vai
hinh thirc mua hang qua internet nhét, tiép dén 1a héa my pham va van phong
pham, cong cu nay khong pht hop véi thuc pham. Thyuc phim 13 loai san phim
tiéu dung tuoi séng nén khach hang mudbn mua truc tiép, dé ho c6 thé lya chon thu
pht hop nhat. Mit khac, véi qua trinh toan cau hoa ngdy nay, thyc pham luén 1a
loai san pham dé mua nhat va cling ph6 bién nhat tai cac cira hang, siéu thi va

trung tim thuong mai nhat.

Khong it khach hang sin long mua hang qua thu; san phiam dugc nhiéu
ngudi chon mua qua thu nhat 13 héa my pham va van phong pham. Céc loai san
pham nhu thuc pham va trang phuc dugc rat it ngudi lwa chon mua qua thu. Chinh
vi thé, khi kinh doanh cac loai san phdm nay, cac doanh nghiép khong nén 4p dung

hinh thirc ban hang qua thu.

Thu gi6i thiéu c6 thé duoc st dung dé guri catalog hay cac chuong trinh
khuyén mai cua doanh nghiép gin véi céc loai san pham nhu vdy néu co. Tuy
nhién can cung cdp thém cic phuong an khac ngoai viéc yéu cau khach hang giri
thu dat hang. Vi du, sé dién thoai mién phi, website hay dia chi cu thé ma khach

hang c6 thé viéng tham dé chon mua hang vao nhing thoi diém phu hop nhét.
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3.1.4. Nhitng diéu kién trng dung marketing trwc tiép

Nhitng phan tich & trén cho thiy nhitng thé manh cta marketing truc tiép
cling nhu nhitng cong cu cu thé cia marketing tryc tiép. Tuy nhién, khong phai
doanh nghiép nao ciing san sang v4i marketing truc tiép boi dé ap dung mdi cong
cu marketing tryc tiép mot cach hiéu qua déu can c6 nhiing diéu kién cu thé. Co
nhimg diéu kién thudc vé nhan thirc va kha ning quan 1y cua lanh dao doanh
nghiép, vé kha ning cong nghé, co so ha tang cua chinh doanh nghiép; nhung ciing
c6 nhimng diéu kién khong thudc vé chi quan ciia doanh nghiép ma thudc vé cac
van dé vi mo cua chinh phii, ciia cong ddng dan cu va dicu kién phat trién ctia moi
khu vuc, mdi qudc gia. Tuy nhién, ¢ day, NCS chi xin dé cap dén nhiing diéu kién
chung nhat, ma & d6, néu tan dung duoc thi marketing truc tiép chic chin s& phat
huy hiéu qua trong ca diéu kién cta cac doanh nghiép nho va vira vi hau hét cac

doanh nghiép Viét Nam la cac doanh nghiép SMEs.

Diéu kién dau tién dé dwa marketing tric tiép vao dp dung tai cdc doanh
nghiép chinh la nhdn thire ciia lanh dao doanh nghiép vé marketing va marketing
tryc tiép phai twong d6i day di. Qua do, ho biét duoc nhiing loi thé va bat loi cia

marketing truc tiép, dé can nhiac xem c6 nén ap dung hinh thirc nay hay khong.

Diéu kién thir hai dé iing dung marketing truec tiép chinh la nhén thirc cia
khdch hang vé marketing truc tiép. Néu nhan thic cta khach hang vé marketing 1a
khong day du, chinh xac thi kha ning ho c¢6 phan tng tich cuc vdi cac chuong
trinh marketing truc tiép 1a rat thap. Piac biét, khi khach hang ludn nghi rang cac
chuong trinh marketing truc tiép thudng dugc cac doanh nghiép kinh doanh khong
lanh manh ap dung thi marketing truc tiép khong thé phat huy hiéu qua. Viéc cung
cap thong tin cho khach hang vé chuong trinh marketing truc tiép va tao cho ho
nhirng kinh nghiém tSt v6i marketing truc tiép 14 can thiét dé tao niém tin va thoi

quen phan tng tich cuc véi cac chuong trinh truyén thong va marketing truc tiép.

Diéu kién thir ba dé marketing truc tiép phat huy hiéu qua chinh la sw phat
trién cia xd héi. Mot sd cong cu marketing truc tiép nhu telemarketing, internet
marketing hay tham chi, buu chinh marketing dé khach hang c6 phan hoi qua thu
truc tiép chi ¢6 thé dugc thuc hién véi nhiing diéu kién cu thé. Hé théng ha tﬁng
vién thong, dién thoai va internet phai du tinh pho cap dé khach hang c6 thé coi do
12 mot trong nhitng hinh thtrc lién lac binh thudng nhat. Chi phi dé thyc hién cac

giao dich qua dién thoai, qua internet hay qua thu phai twong ddi thap, tha tuc don
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gian dé khach hang thay d6i dan hanh vi mua sim ctia minh. Pia chi co quan va
nha riéng duoc hé théng hoa va diéu chinh theo nhimg quy luat nhat dinh... 13
nhimg diéu kién co sd dé cac thong diép cua marketing truc tiép dén voi dung d6i
tuong nhan tin muyc ti€u va c6 dugc nhirng phan trng ctua khach hang. Truyén hinh
cap phat trién, chi phi cho viéc thué kénh truyén hinh hay duy tri mot trang web
khong qué cao ciing 1 nhimg diéu kién tich cuc dé cac doanh nghiép sin sang voi

marketing truc tiép.

Piéu kién tiép theo ¢ marketing truc tiép tré nén kha thi hon d6 chinh la su
phat trién cua hé thong ngan hang cing véi su thay doi trong hanh vi thanh toan.
Mot thi truong ma viéc trao do6i khong chi phu thude vao tién té s& tao diéu kién
thuan tién hon cho cic doanh nghiép 4p dung marketing truc tiép. Khach hang co
thé chi can khai bao tai khoan hodc thuc hién viéc chuyén tién trén tai khoan ma
khong can gip g& truc tiép nhan vién ctua doanh nghiép s& giup marketing truc tiép
kha thi hon. Mudn vay, hé thong an toan an ninh mang thé tin dung ngan hang

cling can phai duoc siét chit hon nira dé tao 10ng tin cho khach hang néi chung.

Pieu kién khong thé thiéu dwoc do chinh la Ludt T hwong mai dién tr duoc
hoan thién. Thiéu Luat Thuong mai dién tir v6i cac diéu khoan diéu chinh hanh vi
mua ban qua mang, thanh toan truc tuyén va quy dinh vé spam email... thi ban
than cac doanh nghiép di khong muén uing dung hinh thirc truyén thong nay. Cung
v6i su thiéu nhiét tinh cia doanh nghiép thi khach hang ciing khong thé du long tin
dé co6 phan tmg tich cuc véi cac chuong trinh marketing truc tiép. Kém voi Luat
Thuong mai dién tr, viéc Chinh pha cho phép tién hanh ching nhan xuét xit hang
hoa dién tir, &p dung chung tir dién tir cling can thiét dé tao diéu kién cho cac giao

dich gitta doanh nghiép véi khach hang dé dang va thuan tién hon.

Piéu kién cuéi cing la cic doanh nghiép phdi di diing cam dé cung cdp
day di théng tin vé san pham cho khdch hang. Diéu d6 doi hoi ban than cac doanh
nghiép phai hoan thién san phiam cta minh, dong thoi biét cach gidi thiu cac san
pham theo dng cach khach hang mudn va thuyét phuc khach hang mua. Nhimng
thong tin vé san pham va doanh nghiép can duoc gidi thiéu mot cach rd rang, mach
lac, chi ra nhitng diém manh cy thé ciia san pham v&i nhiing gia tri loi ich rd rang.
Nhung diéu quan trong nhat van thudc vé doanh nghiép: nhan dang chinh xac
khach hang muc ti€u va biét duoc cach thuc tiép can khach hang d6 mot cach hiéu

qua nhat.
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Can nhé rang, marketing tryc tiép ciing chi 13 mot cong cu dé gitp doanh
nghiép dép tng duogc nhu ciu cta khach hang. N6 can duoc dit trong mot thé
théng nhat v6i cac cong cu khac ciia marketing. Marketing truc tiép vira 1a hinh
thirc truyén thong nhung nd vira thé hién mot kiéu kénh phan phdi: Phan phdi truc
tiép khong qua trung gian. Cac doanh nghiép can vira ap dung hinh thirc nay, vira
ap dung cac hinh thirc khac dé dam bao san phdm dén dugc v6i khach hang muc

tiéu.

3.2. Mot so dé xuit voi doanh nghiép nham ting cwong ing dung va
nang cao hiéu qua marketing truec tiép tai Viét Nam

3.2.1. Quy trinh irng dung marketing truc tiép trong diéu kién Viét Nam

Viéc ap dung marketing truc tiép tai Viét Nam can dugc thuc hién theo mét
quy trinh khoa hoc thay vi theo kinh nghiém thyc té. Tuy nhién, quy trinh hién tai
ma cac doanh nghiép thudng ap dung voi marketing truc tiép co thé dugc diéu

chinh déi chit nhim dap tng yéu cau thi trudng tot hon.

Nhan thire sy can thiét phai ap Phén tich thyc trang marketing truc tiép

A 4

dung marketing truc tiép duogc ap dung trén thi trudng
Phan tich diéu kién | | Thiét1ap co s¢ dit liéu || Xéc dinh myc tiéu
cua doanh nghiép khéach hang marketing
Xac dinh myc tiéu | | Xac dinh khach hang| |  Thiét ké chuong trinh
marketing truc tiép muc tiéu marketing truc tiép

v

Thuyc hién chuong trinh

Y

bénh gia chuong trinh

So @6 3.1. Pé xuit quy trinh 4p dung marketing truc tiép cho cic doanh nghiép
Viét Nam
Trong d6, néu hudng toi nhitng khach hang da co, doanh nghiép can dan
dan va dic biét quan tam tdo1 viée xay dung co sé dit li¢u cua minh. Can nho rﬁng,
marketing truc tiép cling can phai xac dinh muyc tiéu cho mdi chuong trinh, mdi
thong diép truyén thong. Marketing tryc tiép van phai xuit phat tir muc tiéu

marketing, tor myc tiéu kinh doanh cua doanh nghi¢p va hudng t&1 nhitng khach
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hang muc tiéu. Nhu d3 trinh bay, khach hang muc tiéu cta marketing truc tiép can
phéi dugc xac dinh rd rang va cling chinh nho nhitng chuong trinh marketing truc

tiép, chan dung khach hang muc tiéu s& ngay cang rd rang hon.

Viéc danh gia hiéu qua cia cic chuong trinh marketing truc tiép ciing can
Xuét phat tir chinh nhitng muc ti€u cta no. Céan dit ra nhiing muc tiéu dinh luong
bén canh nhitng muc ti€u dinh tinh nhu doanh s6, sb don hang, 1g1 nhuan, s6 khach
hang phan hoi, s6 khach hang phan nan, pham vi thi truong... Tt nhién, cic myc
tiéu dinh tinh cling can xem xét boi khong phai luc nao ciing c¢6 thé lugng hoa moi

két qua.

Két thuc mdi chién dich marketing truc tiép (néu thuc hién theo chién dich),
can danh gia va chi ra nhitng diém manh yéu cia ting chwong trinh, ting giai
doan, tham chi tung nguodi tung viéc dé dam bao rat kinh nghi¢m cho cac chién
dich tiép theo. Yéu t6 con nguoi da va dang duoc dé cao trong marketing nhung
v6i marketing truc tiép, yéu t6 con ngudi can duge nhan manh hon boi kha ning

anh huong truc tiép va nhanh chong t6i hiéu qua ctia mdi chuong trinh.

3.2.2. Xdy duwng va khai thdac co so dit liéu khdach hang

Viéc xay dung co so dir liéu khach hang la that su can thiét khong chi cho
marketing truc tiép ma con phuc vu cho viéc dua ra bat ky mot quyét dinh
marketing nao. Do d6, cac doanh nghiép Viét Nam can tim cach xay dyung co so dir

liéu cho riéng minh.
3.2.2.1.  Xay dung co s& dir liéu khach hang

C6 nhiéu cach khac nhau dé xay dung co sé dit liéu nay. Cach thir nhat, cac
doanh nghi¢p s€ lam tur tur, trén cac don hang dang va s€ c¢6. Khi c6 dugc mdt
khach hang m&i, doanh nghiép sé thu thap thong tin vé khach hang dé ty minh tao
ra co hoi ban hang lan tha hai, thir ba... Mot mbi quan hé tét dep, thuong xuyén
hoi tham khach hang sé& giup doanh nghiép cap nhat hon nhiing thong tin vé khach

hang, thu hit va giit chan khach hang tot hon, doanh thu s& tang déu dan hon.

Doanh nghiép c6 thé danh mot khoang thoi gian nhat dinh hodc c6 nhimng
nhén vién cu thé véi muc tiéu co ban 1a lap danh sach khach hang muc tiéu. Cach
hiéu qua nhét trong tinh huéng nay 1a chi ¥ dén cac nhu cau ciia khach hang trong
mdi thi truong. Doanh nghiép s& 14p ra mot danh sach cac khach hang muc tiéu,

sau do tap hop thanh mot co s dit li¢u. Thém vao do, khi tim kiém khach hang (du
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13 ban hang truc tiép, guri thu dién tir hay qua dién thoai), doanh nghiép ciing déu
o thé gidm dugc chi phi va tan dung dugc co s& dit liéu khach hang & trén dé sir
dung. Nguoi ban hang s& phai thu thip va cung cap thong tin cho nhan vién quan
Iy co s& dir liéu (va nguoc lai ¢6 thé yéu cau ngudi nay cung cap co sd dit liéu cho
minh). T4t nhién, nguoi str dung co s dit liéu phai c6 kha nang phan tich va lap ra
mét chién lugc cu thé dé cé thé tuong tac voi tat ca khach hang trong danh sach
nay. Doanh nghiép can co cac chién thuat khac nhau dé tiép can cac khach hang
khac nhau. Cang hiéu nhiéu vé khach hang, dir liéu vé khach hang cang cu thé,
doanh nghiép cang c6 kha ning dap mg t6t nhu cau khach hang voi cic chuong

trinh marketing truc tiép chuyén biét.

Minh hoa 3.1. Miu don hang mua co sé dir liéu ciia thuongmaidientu.com

=10f =i
[ @

Dok - D - =] 2] p| s
address [&] heep:f /v thuonamaidientu. com/services o
wYr - 2] =l =

Bana siadich Vo siaena o | [ a0 et

Sl B e |[unks =] &y -
>

@ty vahoo! ~ [ Shopping -

vonaTy - | =1 someh [ NHES = Habioie | Fss foh tusn 18 there

M3 u don dat hang |

=l
= |

DatHang |

TP Y CUE Bar CHLRs CUDE QU OF 1S Bars SIS 1ty it DS Bareg . Shing 155 & i Jec oY ban seu 24 ol
Hirz AT OF3 frows IF HErs 126 £
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Doanh nghiép ciing c6 thé mua co s dir liéu khach hang tir mot nha cung
cép thong tin nao do. O Viét Nam, céac to chirc nhu VCCI, Cuc Théng ké, Buu
dién, cac cong ty nghién ctru thi trudng... 1a nhitng dia chi ma doanh nghiép c6 thé
mua dugc danh sach khach hang. Hién nay, da c6 mot s6 tO chirc tu nhan cung cép
dich vy nay. Doanh nghi¢p c6 thé mua mot danh sach khach hang tir 10.000 nguoi
trd 18n, theo cac tiéu chuan dugc dé nghi. TAt nhién, gia ca va chat lugng thong tin

tiy thudc vao mirc do sin co cia dit lidu va kha ning chi tra cua doanh nghiép.
3.2.2.2.  Quan ly va khai thac co sé dir licu khach hang

Theo danh gia trén http://www.thuongmaidientu.com, thuong mai dién tir
thuc hién thanh cong chinh 12 nho hé thdng quan 1y co s& dit liéu khach hang. Khi
khach hang dit mua san pham, ding ky vao mau cdu hoi hay tim hiéu thém vé
doanh nghiép va san pham, doanh nghiép s& dua thong tin vé ho vao co sé dir lidu

cua minh mot cach hoan toan ty dong. Va co sd nay s€ gillp doanh nghié¢p gtri
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thong tin vé doanh nghiép, vé san phim méi, vé cac chuong trinh marketing ma
doanh nghi¢p str dung mot cach “t6i mat” ma hiéu qua nhét. So d6 dudi day minh

hoa hoat dong cua co s& dir liéu khach hang.

Tham gia chuong trinh tr démg mnhin email

Mua hang tir Shopping Cart
i —
Théng tin
khach hang Co s& dir ligéu
Téan: khach hang
Bia chi:
Email:

Thaifi:

Xem xét cic ddn|dit hang trudc day
w

w

BPron dat hang

Email gin tdi khédch hang

Subject: [ |

So d6 3.2. Hoat dong ciia co s¢ dir liéu khach hang

Nguon: http://www.thuongmaidientu.com

Mot khi da c6 trong co sé dit liéu, doanh nghiép co thé marketing t&1 khach
hang theo nhiéu chi tiéu khac nhau, xem cac don dit hang trude do, tao danh sach

guri email, giri thu chtc ming t6i tat ca khach hang...

Mot van dé thuong xay ra voi viée chia sé thong tin trong to chirc va anh
huong khong nhé dén cac dy an ctiia nhom 1a tinh trang doc chiém thong tin. Day
1a hanh dong duy tri cac co s¢ dit liéu riéng biét trong cac bd phan khac nhau cua
t6 chirc. Vi dy, phong kinh doanh va marketing c6 thé c6 co sé dit liéu khach hang

ma cic bd phan san xuét va giao nhan khong thé truy cap.

Tuong tu nhu vy, cic nhom du an s& khong thé tiép can thong tin tir co s&
dir liéu nay. Viéc co so dir liéu bi doc chiém thuong la két qua cua thoi con lac hau
vé cong nghé thong tin trudc day. Néu chung ton tai trong doanh nghiép, nhom
phai tim cach tiép can nhirng thong tin ma nhom can, c6 thé bang cach tuyén thanh
vién tir bd phan dang nim gitr cac thong tin d6. Viée cai cach hé thong cong nghé
thong tin cta cong ty khong phai 1a diéu doanh nghiép c6 thé lam hodc nén lam,

trir khi diéu d6 nim trong pham vi ban tuyén b ctia doanh nghiép.
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3.2.3. Mt sé kién nghi véi doanh nghiép dé irng dung marketing truc tiép

3.2.3.1.  Tao nén ting co bin dé 4p dung marketing truc tiép
a. Néng cao hiéu biét

Nhu trén da noi hiéu qué sur dung marketing truc ti€p la rat 1én va trén the
gi61 n6 dang ngay cang duogc ung dung rong rai. Vi vay van dé dau tién phai dé
cap to1 1a nang cao trinh do hi€u biét ciia khong chi cac doanh nghi¢p ma con cua

nguoi tiéu ding Viét Nam vé marketing truc tiép.

Dbi voi doanh nghiép, biét 1a dé ap dung tot va phu hop tao ra tinh hiéu qua
trong str dung. Do d6 phai di siu nghién ctu timg yéu cau, timg cong cu va diéu
kién cu thé dé thuc hién. Cac doanh nghi¢p phai nhan thire, phan biét 1o su khac
nhau dé tranh danh dong cac cip khai niém marketing truc tiép voéi tiép thi,
marketing truc tiép voi ban hang ca nhan dé hiéu va hanh dong dung din. Doanh
nghiép can nang cao trinh d6 ciia doi ngil nhan vién marketing bang nhiing budi

hoi thao, nhitng khéa hoc ngan ngay vé marketing truc tiép.

Déi v6i khach hang muc tiéu, doanh nghiép co thé to chiic nhitng budi hop
mat cho khach hang, tu van mién phi nham tao thién cam cua khach hang dbi véi
hoat dong marketing truc tiép ctia doanh nghiép, dé dan dan hinh thtc truyén
thong nay phd bién hon nham giy anh huong dén hanh vi mua ctia khach hang

ddng thoi xay dung long tin ctia ho véi doanh nghiép.

b. Pdnh gid dwoc tim quan trong va wu diém ciia marketing truc tiép, kha
nang wng dung cua doanh nghiép

Khong phai bat ky doanh nghiép nio cling tng dung marketing truc tiép
mot cach dé dang, do d6 khong thé ing dung mot cach tu phat, khong tinh toan.
Ciing khong phai mat hang nao ciing thich hop voi marketing truc tiép. Va ciing
khong thé ap dung miy méc mé hinh marketing truc tiép cta cac doanh nghiép
khac hay trén sach v& vao doanh nghiép minh. Chinh vi thé doanh nghiép can can
nhéc, suy xét va linh hoat khi 4p dung béi mdi mot doanh nghiép c6 mot diéu kién

kinh doanh khac nhau, kha ning va ngudn luc khac nhau.

Nhu vdy danh gia tAm quan trong ctia marketing truc tiép va kha ning tmg
dung vao doanh nghiép 12 mot yéu cau can ban d6i voi doanh nghiép nham dem lai

hiéu qua cao va dat dugc muc ti€u cua minh
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¢. Dao tgo nguon nhén lwc cé kién thire, cé kinh nghiém vé marketing truc
tiep

Trong diéu kién marketing truc tiép la mdt hoat dong kha mdi mé, hau hét
céc nhan vién doanh nghiép sir dung cho hoat dong nay déu chua c6 kinh nghiém,
do d6 doi héi nhitng nhan vién nay can c6 sy am hiéu nhét dinh va da qua dao tao
vé linh vuc marketing. Doanh nghiép ciing phai tuyén lya duoc nhiéu nhan vién co
tinh than trach nhiém cao, ham tim hiéu, hoc héi va trau doi nhirng kién thirc bo tro
trén sach bao va kinh nghiém thyc tién dé hiéu thdu ddo, cin k& va van dung ding

marketing truc tiép .

Viéc bdi dudng, nang cao tay nghé thuong xuyén cho doi ngii nhan vién 1a
can thiét, giup ho nang cao kha ning thu thap, phan tich co s¢ dit liéu vé khach
hang, tir d6 1ap ra danh sach khach hang muc tiéu cua doanh nghiép. Huin luyén
d61 ngii nhan vién khéo 1éo sir dung cac céng cu marketing truc tiép, biét din dat

ngudi nghe va cach két thuc cudce nodi chuyén néu thay khach hang dé it trién vong.

Phai tao diéu kién cho ho tiép can thong tin nhanh chéng véi nhiing d6i méi
vé khoa hoc k¥ thuat va hé thong thong tin lién lac. Ap dung nhiing k¥ thuat méi,
sit dung nhitng cong cu hién dai dé dua thong tin t6i khach hang mot cach nhanh
nhat va khong cham tré trong thu thap nhiing thong tin phan hoi, phan ung dap lai
tir phia khach hang. Str dung céc thiét bi hién dai dé giao hang nhanh chong, kip

thoi, tao sy tin tudng ctia khach hang vao doanh nghiép.

Tim hiéu tdm 1y khach hang cua minh dé cé thé lya chon nhiing cong cu
marketing truc tiép phu hop véi ting khach hang, muc tiéu dé¢ ra cia doanh
nghiép. Phat trién cac hinh thirc marketing truc tiép c6 sir dung cac cong nghé hién
dai ch'fmg han hinh thanh viéc mua hang truc tiép bé“mg cac may tu dong & bén
ngodi cac ctra hang bang cac bang dién tir, vira tién loi, vira gitp khach hang dé

dang lya chon ma khong mat thoi gian mua sam.

d. Tranh thii tham khdo, nghién citu vé marketing trwe tiép trén thé gigi

Doanh nghiép can hoc hoi nhitng kinh nghiém thanh cong ciing nhu that bai
ctia cac doanh nghiép di trudc trong linh vuc marketing truc tiép, tim hiéu thong
tin hoat dong kinh doanh cua doanh nghiép & cac nudc tién tién trén thé gidi qua
bao chi, internet... Tt do, can cr vao moi treong hoat dong va kha nang cua minh,

doanh nghiép lwa chon va biét phat huy nhitng vu diém cua marketing truc tiép dé
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dan t6i thanh cong, khic phuc nhitng khuyét diém dé tir 46 han ché nhing tré ngai

trong qua trinh thuc hién marketing truc tiép .

e. Ting cwong, phdt huy hiéu qud nhitng cong cu marketing truwc tiép

Vén dé ¢ day 1a tinh hop 1y cta cac cong cu marketing truc tiép duoc doanh
nghiép lua chon, chi phi ma doanh nghiép bo ra khi tién hanh, va déi tugng nhan
tin. P6i v6i thu chiao hang, catalog, yéu cau hinh anh phai sinh dong, hap dan va
thu hut duge khach hang. Doanh nghiép phai tham khao thong tin thi truong dé co
nhirng may in c6 chat lugng cao tao ra nhitng thu chiao hang, catalog dep, vdi chi
phi vira phai, thu hat dugc khach hang. Doanh nghi¢p nén giri kém theo tem va
dia chi ctia cong ty dé khach hang cam nhan doanh nghiép 1a ngudi can than, chu
d4o nhim tao thién cam ban dau déng thot thuan g1 cho khach hang lién lac truc
tiép v6i doanh nghiép. Doanh nghiép ciing c6 thé giri qua buu chinh cho khach
hang bang ghi 4m, ghi hinh, thdm chi c4 dia mém mady tinh gidi thiéu va chao hang

nhitng san pham ctia minh.

Doanh nghiép can phai biét rd khach hang ctia minh, xem ho c¢6 co hoi tiép
xuc nhiéu voi phuong tién truyén thong nao dé thu duge hiéu qua trong viéc chao
hang, quang cdo trén nhitng phuong tién d6. Cac chuong trinh marketing truc tiép
trén truyén hinh, truyén thanh phai chon thoi diém thich hop, con néu 1a quing

cdo trén bao, phai chon nhitng vi tri bat mat, nham thu hat khach hang muc tiéu.

Dbi véi telemarketing marketing, doanh nghiép c6 thé thanh 1ap cac duong
day néng, mién phi phuc vu khach hang 24/24h. C6 thé can dya trén kha ning cua

minh dé can nhic viéc ti thanh 1ap dudng day dién thoai hay thué “call center”...

Pbi v6i internet marketing, doanh nghiép c6 thé 1ap cac website véi cac
trang riéng danh cho nhitng khu vuc khach hang muc tiéu nhat dinh. O céc thanh
phé 16n c6 nhimng khach hang muyc tiéu it c6 thoi gian danh cho mua sam, doanh
nghiép nén str dung hinh thirc marketing tryc tiép bang mua hang dién tir. Bi voi
cac ba ndi trg, doanh nghiép nén marketing qua thu truc tiép va dién thoai nhiing

san pham gia dinh nhu d6 1am bép s& mang lai hiéu qua cao cho doanh nghiép.

Ngoai ra v&i sy phat trién ciia cong nghé, doanh nghiép cé thé sir dung
nhimg phuong thitc mua hang bang may dit tai cic cira hang, va thanh 1ap cac
kénh mua hang tai nha hay mua hang dién t&r dudi hinh thirc videotex qua dudng

dién thoai va truyén hinh cap, st dung may tinh cd nhan c6 modem két noi.
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3.2.3.2.  Tao diéu kién dé wng dung tirng cong cu marketing truc tiép tai
Viét Nam

Nhu da phén tich & trén, c6 nhiéu rao can dé khach hang c6 phan tng véi
marketing truc tiép. Tuy nhién, v6i cac cong cu khac nhau, mirc do tac dong cua
nhirng rao can do 1a khac nhau. Khi 4p dung céc cong cu khac nhau, doanh nghiép
cling can dap tmg cac yéu cau khac nhau dé c6 duoc ty 16 phan tng cta khach

hang cao nhat.

Dé khdch hang cé phdn vrng mua hang qua thw trwe tiép

Biéu d6 3.2. thé hién nhiing diéu kién dé khach hang phan ung véi buu
chinh marketing. Pé c6 thé c6 duoc phan tng cia khach hang qua thu truc tiép,
khach hang cho rang can phai c6 nhiéu diéu kién khac nhau, trong dé quan trong
nhdt la giri va nhdn thw phdi that dé dang. C6 toi 85,1% s6 ngudi duoc hoi cho
rang, viéc gli va nhan thu d& dang 13 cuc ky can thiét. Hon thé nita, y kién cua

khach hang vé van dé nay 1a twong d6i dong nhat, v6i d6 1éch chuén 14 0.43.

Diéu kién thir hai dé khach hang c6 thé phan ung voi marketing truc tiép
qua thu va mua hang qua thu chinh 14 thong tin vé san pham va doanh nghiép phai
rd rang. 73,8% sb nguoi cho ring, day 1a yéu cau bit budc, khong thé thiéu va
khong co6 ai cho rang khong can thiét. Piéu d6 cling chimg t, viéc cac doanh
nghiép phai lam sao thong tin dén cho khach hang mot cach day du va chi tiét vé
doanh nghiép va san pham la viéc can 1am dé nang cao nhan thirc cta khach hang

trudc khi thuyét phuc khach hang mua.
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Théng tin v& Danh tiéng Quan hé giita Diachird Giriva nhan Giri thu mién
san phAmrd nha cung cAp DN va khach rang, d& tim thu that d& phi (v6ikhach
rang tt hang dang hang)

Biéu d6 3.2. Nhirng diéu kién dé khach hang phan tng tich cwe véi buu chinh
marketing

Nguon: Dir liéu diéu tra ciia NCS, 2005-2006
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Luu y: Truc hoanh trén biéu dé thé hién cdc yéu cau khdc nhau. Truc tung bén trdi
thé hién ty 1 100 % nhitng nguoi danh gid yéu cau doé, moi cot thé hién 100% sé
nguwoi danh gid yéu cau nhung cac mau khdc nhau trong dit liéu dang cot thé hién
1y 1é % s6 nguoi danh gic véi 3 mire dd yéu cau: Mau nhat nhat thé hién ty 1é
ngueoi tiéu ding cho rang, yéu cau do la cuc ky can thiét; mau sam nhat thé hién
Yéu cau dé la can thiét; con mau & mire do trung binh thé hién ty 1é khdach hang
ddnh gid yéu cau dé la khong can thiét. Piéu d6 cé nghia la mire &6 can thiét cia
cdc yéu cau dwoe danh gia tang dan tir 1 t6i 3. Diém déanh gid cang cao c6 nghia
la yéu cau dé cang cdp thiét. Két qua danh gid mire do cap thiét cia yéu cau duwoc

thé hién & con s6 trén dwong gap khiic - d6 chinh la théng tin thir 2 tir biéu do.

Cac yéu cau khac nhu danh tiéng nha cung cip, hoic hé thong dia chi rd
rang ciing s& gitip cho hiéu quéa cua cac chuong trinh marketing qua thu truc tiép
cao hon véi ty 1¢ tra 10i ciia khach hang cao hon. Bén canh d6, 1am sao dé khach
hang c6 thé giri thu mot cach dé dang (c6 thé mién phi hoic khong mién phi).
Nhung chic chin, mién phi giri thu cho khach hang s& 1a mot trong nhiing yéu to
thic ddy khach hang gui thu phan hoi cho doanh nghiép, cho du d6 khong phai 13
mot 14 thu dat hang nhung ciing s& giup doanh nghiép c6 dugc nhitng thong tin vé
khach hang, mot nén tang quan trong dé xay dung co sé dit liéu marketing - mot

trong nhitng co s& can ban dé thuc hién marketing tryc tiép hi¢u qua.

Dé khdch hang cé phan vng mua hang qua dién thogi

Dé phan tmg qua dién thoai, dé c6 thé dit hang qua dién thoai, khach hang
cling yéu cau cac diéu kién khac nhau (cach doc thong tin trong biéu d6 3.6 dudi

day ciing giéng nhu biéu do 3.3).

— Khong can - Céln 1 Rét can Muc do can thiét
: %
; 2
; 2
] ]| 22 | | A)ﬁ
Khach Viéc Viéc Thong Khach
hang 2oi dl@n pha1 goi tin vé hang
phai dién thoai cod dién NCC phai
co cho NCC danh phai phai co
MQH NCC phai tiéng dé 13 dién
v6i phai dé t6t dang rang, thoai
NCC mién nhé day

Biéu d6 3.3. Nhitng diéu kién dé khach hang phan hdi qua dién thoai
Nguon: Dir liéu diéu tra cia NCS, 2005-2006
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Théng tin vé nha cung cdp phdi 16 rang, ddy di la yéu cau cao nhdt ma
khach hang dwa ra dé ho dat hang qua dién thoai. Trong d6, ty 1& nhitng nguoi cho
rang, day 1a yéu cau khong thé thiéu 1a 75,5% ching t6 mirc do cap thiét ciia didu
kién nay. Thém vao d6, danh tiéng ctia nha cung cip ciing 13 diéu kién can thiét dé

khach hang goi dién hodc fax dén cho nha cung cip dé mua hang.

Ngoai ra, viéc goi dién phai thdt dé dang, voi s6 dién thoai cia nha cung
cdp dé nhé va dwoc nhdc nhé thuong xuyén 1a can thiét. Cac yéu cau khac nhu
viéc goi dién 1a mién phi hay méi quan hé sin c6 v6i nha cung cap ciia khach hang
cling duoc xem xét 1a can thiét nhung dit trong mdi quan hé véi cac yéu cau khac

thi mutrc d6 cap thiét 1a thap hon.

Dé khdch hang cé phéin irng mua hang qua internet

Yéu cau co ban nhat dé khach hang c6 thé mua hang qua internet theo danh
gia ctia khach hang Viét Nam chinh 13 thong tin vé nha cung cip va san pham phai
day du. Theo d6, nha cung cp phai lam sao dua thong tin ctia minh 1én céc trang
web ma khach hang thudng xuyén truy cip, déng thoi 1am sao dé két ndi trang web
d6 véi trang web cua doanh nghiép. Trang web phai gidi thiéu day du thong tin vé
doanh nghiép va san pham dé khach hang c6 thé nhan biét duoc san pham ma
doanh nghiép ban c6 kha ning dap tng nhu cau cta ho & mic d6 nao boi dé chinh
13 co s& dé khach hang mua san pham. Ty 1& nguoi cho day 1 yéu cau cuc ky can

thiét 1a toi 78% chimg to murc d6 thong nhat trong khach hang.
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Mirc d

Biéu d6 3.4. Nhirng diéu kién dé khach hang phan ing qua internet/email

Nguon: Dir liéu diéu tra cia NCS, 2005-2006

Hé thong an toan an ninh mang d va dang 1a mot bat cap khong chi véi cac
doanh nghi€p ma véi ca khach hang nguoi tiéu dung. Khi nguoi ti€éu dung con lo

ngai vé kha ndng xam pham tai khoan ca nhan thi viéc mua hang va thanh toan qua
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mang con chua thé phd bién. Pay ciing 14 yéu cau cip thiét dé cac doanh nghiép co
thé thanh toan dé dang ciing nhu tao diéu kién cho phat trién nén kinh té phi tién

mit & Viét Nam, cho viée kiém soat luu thong tién té dé dang va thuan ti¢n nhat.

C6 thé thiy, c6 nhitng yéu cau thudc vé ban than khach hang, c6 nhitng yéu
cau thudc vé doanh nghiép va ciing c6 nhitng yéu cau thudc vé moi trudng vi mo.
bé co thé dua marketing qua internet vao kinh doanh tai Vi¢t Nam, chic chan su
¢ gang cua cac doanh nghiép chua di ma dé 1a sy phat trién & mot trinh d6 nao d6
ctia nén kinh té qudc dan véi nhitng diéu kién co ban cuia khach hang va cia ca xa
hoi. Véi xu thé phat trién ngay nay, nhimg yéu cau ké trén khong qua xa voi va do

do6, co hoi cho marketing truc ti€p cling rat cao.

3.3. Mot so dé xuat vi mé thic diy ing dung marketing truc tiép
3.3.1. Nhitng thay doi cin thiét dé irng dung marketing truwee tiép hiéu qua

Nhiing diéu kién co ban dé ap dung marketing truc tiép da dugc NCS dé
cap t6i & chuong 1. O Viét Nam, van dé co ban nhét theo cac doanh nghiép dé ap
dung marketing tryc tiép chinh 14 nhén thirc cta 13nh dao vé marketing tryuc tiép,
vé nhitng loi ich ma marketing truc tiép c6 thé mang lai. Néu lanh dao khong ting
ho va khuyén khich ap dung marketing tric tiép thi doanh nghiép s& khong thé ap
dung hinh thirc nay.

Piéu kién thir hai dé 4p dung marketing truyc tiép chinh 1a nhan thirc ciia
ngudi tiéu dung Viét Nam vé cac cach mua hang khac nhau va thoi quen mua hang
can phai thay d6i. Nhung thuc té cho thiy, théi quen mua hang cua nguoi Viét
Nam di va dang thay d6i theo xu hudng c6 lgi cho marketing truc tiép: nguoi ta di
cho it hon, mua nhiéu hang hon cho mét 1an mua, dong thoi tim kiém thong tin vé
san phAim ma minh cin qua nhiéu kénh thong tin khac nhau. Bén canh do, ngay
nay, khi d6i dién voi mot thong diép quang céo nao do, it nguoi Viét Nam con cd

quan ni€ém do la quang cao cho mgt san pham 1061 thoi, € am.

Diéu kién tht ba 13 minh bach hoa hé thong thong tin tir trén xudng dudi, tir
Trung wong to1 cac dia phuong, tir cac co quan quan ly nha nudc té1 tung doanh
nghiép, lam sao dé thong tin dugc thong sudt va théng nhat. Khong dé tinh trang
thong tin dong va cac doanh nghiép khong biét lam thé 1a dung hay sai, hoic ngudi
dan khéng thé tin vao mot thong tin nao d6 dugc dang tai. Mdi thong tin duoc
dang tai, nguoi cung cip thong tin va ngudi dua tin phai ¢ trach nhiém trude ndi

dung thong tin do.
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Phat trién hé thong ngan hang va bao mat an ninh mang 1a diéu kién khong
thé thiéu dé cac hoat dong mua ban qua mang dugc dé dang va bao dam. Khi
khach hang va doanh nghiép khong c6 diéu kién tiép xtc truc tiép nhung lai mudn
giao dich truc tiép vo1 nhau, an ninh mang va an ninh cho viéc thanh toan qua
mang 12 mot trong nhitng diéu kién dau tién ma khach hang nghi téi dé lya chon

mot hinh thire trao doi nao do.

Bén canh d0, can nhanh chéng hoan thién Luat Thuong mai dién tr va cac
van ban hudng dan thi hanh luat cho giao dich va trao doi truc tiép qua cac phuong
tién thong tin, dam bao quyén loi cua cac bén tham gia va hudng (mg marketing
tryc tiép. Cung voi d6 1a cac bién phap tao dicu kién phat trién co s ha tang cho
cong nghé thong tin, cho internet, cho vién thong, cho truyén hinh k¥ thuat sé,
truyén hinh cap va hé thdng dia chi nha & 1d rang dé khong chi phuc vu cho cac
doanh nghiép ma phuc vu cho cudc séng cua toan bd dan chiing néi chung, nang

cao muc song sung tic cua toan xa hoi.

4

a. Dé dp dung buu chinh marketing

Dé 4p dung marketing truc tiép qua thu, catalog, bao, tap chi va to roi, can

c6 nhitng diéu ki¢én co ban sau day:

- Quy hoach h¢ théng dia chi rd rang, mach lac, thay vi danh s6 nha tu phat
nhu da s6 dudng phd ¢ Viét Nam hién nay;

- Cac doanh nghiép can c6 sy dau tu thich dang dé cac nd luc marketing tac
dong duogc td1 khach hang;

- Xay dung co s¢ dir liéu khach hang, xac dinh chinh xdc cac khach hang
tiém nang;

- Can c6 doi ngii thiét ké catalog/td roi chuyén nghiép, thé hién duoc tu duy,
tam nhin va muc tiéu chién luoc kinh doanh ctia doanh nghiép.

b. Dé dp dung telemarketing

Phat trién co s& ha téng déng bd cung véi viée tao moi truong canh tranh
lanh manh cho nganh vién thong da va van 14 nhiing yéu cau co ban dé co thé dua
viéc cap dung telemarketing vao hoat dong kinh doanh. Boi viéc phat trién co so
ha ting dong bo giup tao mot nén tang cho hoat dong ciia cac doanh nghiép thuin

tién hon, gidm dugc mot sb chi phi phat sinh trong qué trinh kinh doanh.



159

Canh tranh hoa nganh vién thong s€ tao diéu kién cho céac khach hang trong
nganh nay dugc st dung céac dich vu co chat lugng cao hon v4i murc gia ré hon.
Cac doanh nghiép c6 diéu kién lip dat nhiéu may dién thoai hon va nguoi tiéu
dung cling c6 co hoi dung may di¢n thoai voi cude phi ré hon. Khi do, giao dich

qua mang s& dé duoc khach hang chp nhan hon.

Viéc 4p dung marketing qua dién thoai cling chi nén dugc thyc hién néu
doanh nghiép da xac dinh duoc mot cach twong d6i chinh xac khach hang cua
minh va c6 duoc doi ngii nhan vién 1& tan hicu biét siu sac vé san pham va doanh
nghiép, dong thdi ¢ nghiép vu giao tiép tét dé dam bao vira cung cap thong tin
chinh xéac cho khach hang, vira c6 kha niang thuyét phuc duoc khach hang dong ¥

v6i1 nhitng cudce hen, véi nhitng 161 d€ nghi ma doanh nghiép mudn dua ra.

Viéc dau tu cho co s ha ting, dau tu cho céng nghé thong tin va hé thong
may tinh du dé thu thap, luu trit va cung cap thong tin ciing khong thé thiéu dé dan

dan doanh nghiép x4y dung duoc mot co so dit liéu hitu hiéu cho riéng minh.

c. Pé dp dung marketing trwc tiép qua truyén hinh va phdt thanh

Mot trong nhing diéu kién can thiét dé c6 thé ap dung truyén hinh phan tng
tryc tiép theo diing nghia cta né 1a phai c¢6 hé thong truyén hinh cap hoic kénh
truyén hinh riéng cho ban hang. Khi di c6 mot kénh truyén hinh riéng cho ban
hang tryc tiép, thiét nghi, chi phi cho viéc thué kénh nay s& khong qua dat nhu
quang céo trén TV. Khi d6, khach hang c6 thé nhin thay san pham, thiy nguoi
huéng dan sir dung san pham trong mot khoang thoi gian nhét dinh va viéc mua sé

dién ra dé dang hon.

Cac doanh nghiép nén thué mgt duong truyén riéng, lap dit nhi€éu may dién
thoai va can c6 doi ngli nhan vién nhiét tinh, nang nod, lich sy va ua nhin, an hinh
dé tao cam gidc tich cuc cua khach hang. Ngoai ra, cdc doanh nghi¢p nén lya chon

ap dung hinh thirc nay néu kinh doanh hang tiéu ding, hodc véi cac san phAm méi.

d. Dé dp dung internet marketing

Piéu kién dau tién dé cac doanh nghiép co thé san sang ap dung hinh thic
marketing ndy chinh 1a diéu kién vé co s& ha tang thong tin ciia Viét Nam noi
chung. Piéu kién thir hai khong thé thiéu 13 hién thuc héa Luat Thuong mai dién
tir. Bén canh d6, cac doanh nghiép noéi chung phai ting cudng nhan thirc vé thuong

mai dién tu, thay dugc vai tro, xu hudng tat yéu cua viéc ung dung thuong mai
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dién tir vao hoat dong kinh doanh. V41 nhan thirc do, 1anh dao doanh nghiép sé€ san
sang dau tu cho viéc tin hoc héa van phong, tuyén dung va dao tao nhitng nhan
vién c6 trinh do cong nghé cao, c6 kha ning ap dung nhig phin mém chuyén
dung, c6 kha ning thu thap thong tin vé khach hang trén internet va dap ung nhu
cau khach hang mot cach nhanh nhay va hiéu qua thong qua cc cong cu marketing

hién dai

Thuec té, cac doanh nghiép van co thé ap dung internet hodc email marketing
ma khong can trang cht nhu st dung blog, thu dién tr va nhiing thong tin dugc
dang tai trén cac trang web khac. Tuy nhién, néu khong c6 trang chu, doanh nghiép
s& khong thé dugc khach hang xem xét nhu mot cong ty chuyén nghiép va hién
dai. Viéc giri thong tin trén cac blog, cac trang web khac thi khong thé gui nhiéu
va dy du nhitng thong tin vé san pham va doanh nghiép, khach hang s& kho c6 thé
c¢6 duoc thong tin mot cach toan dién va nhanh chong. Chinh vi thé, viéc xay dung
mot trang chu va luén lam méi trang chu d6 sé 1a didu kién tot dé ap dung thanh
cong internet/email marketing. Hon thé nita, mot trang chil tot can c6 co ché thu
nhan thong tin phan hoi truc tiép tir khach hang ma khong doi hoi khach hang phai
khai qua nhiéu thong tin c4 nhan. vnn.net hay vnexpress.com 1a nhing trang chi

nhu vay.

Trong tién trinh hoi nhap, nhan thirc cua cac doanh nghi¢p Viét Nam vé
thuong mai dién tir da thay d6i nhanh, tir 800 doanh nghiép co website ndm 2002
dén nam 2004 con sd nay da lén t&i 3.000. Thang 8/2006, da c6 28.040 doanh
nghiép co trang web. Néu tinh ca cac website co tén mién quéc té thi tong sd
doanh nghiép co trang web vao cudi nim 2004 da dat khoang 17.500. Tuy nhién,
ung dung cua cac doanh nghi¢p trong khai thac internet con & murc dg so khai. Cho
dén cudi thang 8/2008, theo bao cdo ciia VCCI trong hoi thao “Internet - Ban dong
hanh thoi lam phat", cé tdi 70% sb doanh nghiép Viét Nam van chua st dung tot
internet trong hoat dong kinh doanh ctia minh. Mot trong nhiing 1y do chinh 1a viéc

ky két hop ddng dién tir va thanh toan truc tuyén 1a thiéu nhitng quy dinh phép 1y.

Luat héa va cong nhan chit ky dién tr va cadc van ban thda thuan dién tr
cling 12 mot trong nhitng diéu kién co ban dé cac doanh nghiép va c nhan yén tim
trong khi kinh doanh véi internet. Thuc té cho thay, nhitng rui ro gip phai trong
qua trinh giao dich, kinh doanh trén mang la hién thuc va viéc nay doi hoi phai cé
cac giai phap khong chi vé mat k¥ thuat ma con can phai hinh thanh dugc mot co

so phap 1y ddy du. Nhitng kinh nghiém thuc té trén thé gidi cho thdy dé thuc day
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thuong mai dién tir phat trién thi vai tro cia nha nudc phai dugc thé hién rd nét
trén hai linh vyc: cung tng dich vy dién tr va xay dung mot hé théng phap luat
déy du, théng nhét va cu thé dé diéu chinh cac quan hé thuong mai dién tu. Thiéu
co s& phap 1y vitng chic cho thuong mai dién tir hoat dong thi cac doanh nghiép va
ngudi tiéu dung s& rat lang tang trong viée giai quyét cac van dé c6 lién quan, va
vé phia cac co quan Nha nudc ciing sé& rat kho c6 co sd dé kiém soat duoc cac hoat

dong kinh doanh thuong mai dién tur.

Minh hoa 3.2. Nhiing quy tic internet marketing méi[31]

Internet marketing rat khac biét. Néu khong c6 du kién thirc, doanh nghiép s&
rat d& roi vao tinh trang chi tiéu khong ding chd khién nhitng chi phi bo ra khong
mang lai két qua nhu mong muén. Nhu di biét, truyén thong marketing truyén
théng mang tinh doc dién — cac cong ty giri di thong diép toi thi truong va thic
day khach hang qua mot quy trinh quan tdm, xem xét. Internet da lam thay do6i
cach thirc doanh nghiép giao tiép véi khach hang, bo sung cic phuong tién mai
nhu blog va web video.

Mot sai 1dm co ban ciia cac doanh nghiép khi sir dung internet marketing 13 dé
theo dudi cac muc tiéu tiép thi truyén thong, chang han nhu gia ting su nhan thic,
quan tdm cua khach hang, didy manh cac giao dich mua sim. Cac quy tic
marketing truyén thong duoc xay dung nén boi nhitng gi co thé dat dugc thong
qua st dung cac phuong tién truyén théng mot chidu. Do 13 céng cu duy nhit
marketing c6 dugc cho dén cach ddy mot vai nam. Con luc ndy, internet dd dam
bao cac giao tiép hai chidu va viéc dua cac khach hang qua mot quy trinh quan tim
¢d cAu tric can dugc xem xét lai.

Muc ti€u trong tdm cua internet marketing khong phai 1a sy nhan thic, ma la
su gén két. va s yéu td then chét tao dung su gén két 12 than thudc, tinh cach, cong
dong, dong tao dung va tng ho. Si gdn két co nghia 1a khién cac khach hang tham
gia vao cong ty, voi cac san phdm va thuong xuyén giao tiép voi cac nhan vién cia
cong ty néu mudn khach hang biét vé cong ty, biét vé nhimg gia tri va dich vu
cung cip. Khi cac khach hang thich thi véi nhitng gi ho thay va trai nghiém, mbi
quan hé s& dugc dao sau, dan toi su than thuoc.

Sw than thuée lién quan toi viée ddy manh chiu sau va muc do tuong tac cla
trang web, qua d6 tao ra cac moéi quan hé dang nh¢ voi khach hang. Mot vai ky
thuat hiéu qua nhat dé xay dung su than thudc bao gém thé hién tinh hitu ich ca
khi cac khach hang khong mua sam; chia sé cam x(c; mo rong cac san phém truc
tuyén va tao dung cac trai nghiém thu vi.

Tinh cdch lién quan t6i cach thic cong ty giao tiép v6i thé gidi bén ngoai, ca
trén phuong dién 1y tri 1an tinh cam. Tinh cach cuia cong ty phai riéng biét va chan




162

thiuc. Khong nhu hinh anh nhin hiéu, né khong thé gia tao. Vin hoa cong ty tac
dong 16n toi tinh cach xay dung truc tuyén. Vi du, mot cong ty ndi voi cac nhan
vién, khach hang, d6i tic va cong ddng rang minh than thién voi méi trudng nhung
trén thue té cong ty khong tai ché cac phé pham cong nghé.

Cong dong tng hd duoc coi 1a niém mo wdc cua nhiéu doanh nghiép. Dé dat
duoc diéu do, thay vi kiém soat quy trinh marketing, cac doanh nghiép thudng
dung ra t6 chirc mot sy kién giao tiép x4 hoi ma chinh khach hang s& quyét dinh
n6i dung. Nhung nhimg cong dong tt thuong khong ty nhién phat sinh — ching
can duoc trau doi ki ludng va giam sat chit ché. Mot cong ty di nhitng budce sai co
thé d& dang giét chét mot cong dong tham chi ca trude khi nd béat dau hinh thanh.
Céac cong dong trong nhimng diéu kién t6t nhat ctia minh s& diy manh sy chia sé,
16i kéo moi ngudi va din téi sy lién quan cua khach hang - nhimg ngudi ¢ thé
mong mudn 13 nha dong tao dung véi cong ty ban. Pong tao dung xuat hién khi
moi nguoi tan hudng san phém hay dich vu cua ban nhiéu dén ndi ho mudn cung
ban phat trién nhiing gi sin c6 hay tao ra cai gi d6 méi mé c6 thé duoc sir dung véi
dong san phim cta ban. Mot fan quyét dinh tao ra d6i day gidy co gan tén truong
trén d6 vao do6i gidy bong rd 1a mot vi du. D6 1a quy trinh gin két cac khach hang
tryc tuyén nham giup d& thiét ké san pham. Khi duoc thyc hién chuan xac, yéu td
ndy c6 thé rit manh mé& va s& cung cip nhimg loi ich doanh thu dich thyc. N6 ciing
c6 thé rat dang ngai cho nhitng cong ty nao tir trudc dén nay lam tat ca moi thu
cho khach hang, thdm chi ca suy nghi ho khach hang nita. Viéc dong tao dung s&
thuc sy can tGi mot su thay ddi trong tam tri.

Ung hé lién quan t6i cach thitc méi dé miéu ta cac khach hang cua cong ty. Ho
khong chi l1a nhitng ngudi st dung san phém/dich vu ma con thé hién su ung ho
nhiét tinh nita. Ho str dung san pham va thich chinh sira, dong goép v kién cho no.
Su ung ho cua khach hang hay cuia nhitng nguoi c6 anh hudng dem lai loi ich vo
cung to 16n. Ho c6 thé sir dung, sau d6 c6 nhimg goép y diéu chinh dé hoan thién
san pham. Ho c6 thé dong gop ¥ kién giup phat trién dich vu cta cong ty. Tiép xtc
va lam viéc v6i “nhimg ngudi ¢ anh huong” 1a mot chu dé rat nong trong tiép thi
tryc tuyén. N6 gia dinh rang c6 mot nhém nho nhitng ngudi ¢6 anh hudng rat 16n
td1 cac quyét dinh mua sim san phém/dich vu. Trén thuc té, viée nay chic 1a phtrc
tap hon nhiéu. Muc tiéu cua cong ty nén la nhan ra, cham lo va dao tao nhiing
nguoi tng ho - cac khach hang sin 1ong gitp d& gidi thiéu san pham toi ngudi
khac. Diéu d6 rat khac biét so v6i giri di nhitng ban thong cdo béo chi t6i mot vai

blogger c6 anh hudng.

Marketing dugc thuc hi¢n chuén xac khong chi don thuan 1a giao tiép tdt toi
cac khach hang, ma n6 phai dinh hinh dugc cac chao moi cuia cong ty sao cho

thich hop nhét v6i nhu ciu cia thi truong. Internet da mo ra nhiéu mo hinh kinh
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doanh moéi, bao gdm cac giao tiép mot ngudi téi moi ngudi, diéu nguoi ta chi ddm
mo tudng trude ddy. N6 cung cip cho ching ta cac cong cu cé thé duogc sir dung
dé bao vé khoi su tin cong ciia dbi thi canh tranh, dong thoi gitip chung ta kham
pha ra nhiéu co hdi moi. Trong ky nguyén Internet, luén ¢ nhitng co hdi tuyét voi
cho cac CEO. Internet marketing 1a mot vii khi canh tranh co thé dugce st dung dé

tdng cuong kha nang 1anh dao.

3.3.2. Mpt so kién nghi chinh sich vi mé nham khuyén khich irng dung
marketing tryc tiép tai Viét Nam

Tat nhién, viéc tng dung marketing truc tiép co nén hay khong, c6 duoc
thuan loi hay khong phu thudc rat nhiéu vao vai trd dinh huéng va khuyén khich
ung dung Marketing truc tiép ctia nha nudc. Nha nude ¢ thé thuc hién mot sb

chinh sach dé ting cudng img dung marketing truc tiép nhu:

- Mé rong mang luéi dién qudc gia, hoan thién hé thong thong tin lién lac,
nang cao hiéu qua phuong tién truyén thong, lip dat thém cac tram dién
thoai, phii song phat thanh, truyén hinh di khip ca nudc, giam gia cudc
thué bao dién thoai, sit dung truyén hinh cap, mdy tinh c4 nhan... nham tao
diéu kién cho ngudi dan co diéu kién sdng tét hon, gitip cho nhiing nguoi
dan & ving sau ving xa, héo lanh, dugc tiép can véi cac phuong tién thong
tin dai chiing, nang cao mit bang dan tri giup ho lam quen, thich nghi tot
voi 16 séng tién bo, hién dai;

- Pho cap tin hoc cho dai da s6 dan chung, ndi mang internet cho cac truong
hoc co quan gitip cho hoc sinh sinh vién tiép can v&i cong nghé thong tin,
v6i moi trudng bén ngoai co nhing chuong trinh gidi thiéu so dang, nhing
16p giang day internet mién phi, khuyén khich nguoi dan str dung internet
béng cach ha gid cudce dich vu truy cép;

- Hoan chinh quy hoach mot cach déng bo théng nhét, duong sa, do thi, co
dia chi nha ¢, r0 rang, duoc sﬁp xép trat tu, khoa hoc, dua phuong tién giao
thong mo1 vao s dung tiét kiém nhién liéu, toc d6 nhanh hon, trong tai lon
hon, va st dung c6 hi¢u qua hon;

- Néng cap, tu sira hé thong giao thong duong bo, dudng thuy, dudng sat,
duong hang khong, dudng éng dan, ldp dit thiét bi hién dai, tao duong
truyén c6 khau luu thong cao hon;

- Hoan thién hé thong tai chinh, ngan hang nén dua tin dung séc, vao st dung
pho bién gop phan lam ting hiéu qua giao dich, giam bét phién ha trong
khau thanh toan chuyén rit tién;
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- Tao moi truong luat phap 6n dinh bao vé cho cac doanh nghi¢p canh tranh
lanh manh;

- Hinh thanh cac kénh mua hang tai nha: danh toan bo chuong trinh truyén
hinh nguyén ca kénh cho viéc ban hang hoa va dich vy, kénh danh cho
quang co, c¢6 giao dich bang may dit tai cac siéu thi 16n;

- T6 chtrc nhiéu hoi cho trién 1am, nhitng hoi thao chuyén nganh 16n tao co
hoi cho cac doanh nghiép c6 thé ra mat, gidi thiéu truc tiép véi khach hang,
dé khach hang nhéan biét dén ho. ..

Marketing truc tiép con c6 kha niang giup doanh nghiép tuyén dung nhiing
nhan vién dat yéu cau véi muc chi phi thép nhat. Tai Viét Nam, cac website nhu
vietnamwork.com luén 1a dia chi dé cac doanh nghiép truy cap, dang tuyén dung

va nhan don xin viéc ctua nhitng tng cu vién.

Minh hoa 3.3. Céng ty Nam Phuwong Xanh va viéc tuyén dung can bd

Theo Ba Pham Thi Bich Ngoc, Giam ddc diéu hanh Cong ty TNHH Nam
Phuong Xanh, vietnamwork.com 13 dia chi dang tin cdy cua ba va Ban Giam ddc
ctia cong ty trong tuyén dung nhan vién. Trudc kia, viéc tuyén dung can bo vao vi
tri quan 1y & cong ty ba rat khé khian. Kho khan xuit phat tir nhiéu nguyén nhén.
Nguyén nhan chu quan tir chinh cong ty ba nhu do 1a cong ty nho, mai thanh 1ap,
viéc tra lvong kho cao trong thot gian dau, cong viéc chua on dinh, thi truong chua
biét dén cong ty... Nguyén nhan khach quan nhu nhan vién dugc dao tao & mot
thanh phd céng nghiép tré nhu Viing Tau khan hiém, ho chua c6 y niém va thong
tin vé cong ty, yéu cau luong du dé duy tri cudc séng xa nha cao... Cong ty di mat
khong it thoi gian, cong strc va tién bac dé tuyén dung, ddo tao nhung chat luong
nhan vién van chua dap Gmg yéu cdu, va do d6 kha ning dap Gmg nhu cau khach
hang van & mic thap.

Khi lién két duoc véi vietnamwork.com, cong ty di tuyén dung dugc nhan
vién chat luong cao, hiéu qua 1am viéc cao va cong ty di sin long tra cho ho hang
ngan d6 la mot thang nhung van hoan toan hai long vé hiéu qua cong viéc ma ho
mang lai. Ba Ngoc cho biét, viéc tuyén dung qua vietnamwork dd gitp ba giam
thiéu nhimg lo ling vé chit luong ngudn nhan lyc va thoi gian doi du da gitp ba co
dugc rit nhiéu don hang 16n. Ba rat hai long véi viée tuyén dung truc tiép va ba
mong mubn con ¢6 nhiéu dich vu duogc cung céip mot cach truc tiép nhu thé. Ba da
va dang thuc hién cac chuong trinh marketing hudng téi khach hang ctia minh mot
cach truc tiép qua internet, qua dién thoai va email. Du tru s& & Tp. Viing Tau
nhung ba ¢o thé c¢6 dugc don hang tir nhimg khach hang & Dung Quat va ba di co
nhing hoat dong rit manh & khu kinh té trong diém nay.
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bé ung dung marketing truc tiép c6 hi¢u qua vao Vi¢t Nam, chi c6 su no
luc cd gang cua cac doanh nghi¢p thoi chua du, ma con phai cé sy ho trg tich cuc

tur phia chinh phu.
3.3.2.1. Xy dung mdt két cAu ha ting thong tin hoan chinh

Chung ta di biét ung dung marketing tryc tiép doi hoi phai st dung rat
nhiéu cac phuong tién ki thuat va cang nhiéu nhitng phuong tién hién dai nhu: dién
thoai, truyén hinh cap, internet... cang cho hiéu qua cao vdi chi phi thip. Diéu do
doi hoi chién luge dau tu dai han cia chinh phu moét cach déng bd vao cac nganh
trong diém nhu: dién luc, cong nghé thong tin, truyén thanh, truyén hinh, dién t

vién thong.

Nganh dién luc

Can moé rong mang ludi dién qudc gia, dén ca nhitng ving siu, xa cua to
qudc. Boi day 1a diéu kién can, c6 vai tro 1am nén tang cho bt ctr su tién bo x3 hoi
nao. Pic biét dbi voi marketing truc tiép, ngoai cong cu truyén thong 1a gui thu
tryc tiép va catalog qua buu dién, cac phuong tién con lai déu chi ¢ thé tmg dung

duoc khi hé thong cung cip dién di hoan tat.

Nganh cong nghé thong tin

bay 1a mdt nganh con non tré ¢ Viét Nam, nhung nhirng tac dong ctia n6 da
g6p phan lam thay d6i ddng ké bo mit kinh té-xa hoi. S6 thué bao dién thoai da
taing dang ké, internet da trd nén pho bién... Tuy nhién dé cic doanh nghiép Viét
Nam c6 thé tng dung dugc cac thanh tyu ciia nganh cong nghiép méi mé nay
trong hoat dong marketing truc tiép, thi can thiét phai c6 su dau tu cia nha nudc dé
ting cudng cac tram thu, phat song, xay dung mot hé thdng cac dudng truyén dan,
cap quang, md rong pham vi phi séng ra toan qudc va phat trién mot mang vién
thong qudc té. Pong thoi 4p dung cac bién phap cai tién can thiét dé ha gia thanh
cudc phi dién thoai, tich cuc phat trién cong nghé khong diy va nang cap cac dich

vu cung cap internet tai Viét Nam.

Nganh dién tir vién thong

Pé thong tin dugc truyén tai véi chat luong cao, nhanh chong can thiét phai
c6 nhirng thiét bj dién tir truyén dan tdi tan. Song song vé&i phat trién cong nghé
thong tin, nha nudc nén khuyén khich, tao diéu kién thuén lgi cho nganh dién tr

vién thong bang cach: dua ra nhitng chinh sach vu dai dbi voi cac doanh nghiép
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hoat dong trong linh vyc ché tao, san xuét may tinh dién tr, nhap khau cac cong

ngh¢ hién dai tr nude ngoai.

Nganh phat thanh truyén hinh

Can phai dugc dau tu thich dang dé ting cuong thoi luong phat séng, mé
rong pham vi bao phu dé dai tiéng néi Viét Nam va truyén hinh Viét Nam dén
duoc voi moi gia dinh. Tién tdi cho phép cac doanh nghiép c¢6 nhu cau xay dung
cac kénh do ho 1am cha va pha bo thé doc quyén trong nganh cung cap dich vu

truyén hinh.

Nganh ngdn hang- tai chinh

Pho bién nhirng ich lgi cua sit dung thé tin dung, sec dé thanh toan. Déng
thoi giam bot cac thu tuc hanh chinh ruong ra, khong can thiét trong hé thong ngan
hang tai chinh tai Viét Nam. Day manh qua trinh hop tac lién ngan hang va thanh

todn qua mang.
3.3.2.2.  Tao ra m{t moi truong canh tranh lanh manh

bé nang cao 1¢1 ich cho nguoi tiéu dung, dam bao lgi nhudn cho cac doanh
nghiép chan chinh, nha nudc ta can thiét phai thiét 1ap mot hé thong luat phap
nghiém minh, chic ché, kip thoi dua ra nhiing diéu chinh can thiét, phu hop voi
nhimng thay d6i nhanh chéng cia thi truong. Cac chinh sach can phai dugc soan
thao theo mot chuong trinh qudc gia tong thé, phuc vu cho nhiing loi ich lau dai
clia ca qubc gia, ca dan toc. Pong thoi nang cao trinh d6 quan 1y va dic biét quan
tam dén cac chinh sach kinh té- di ngoai. Tao mdt moi truong dau tu thuan loi,

hap dan thu hit cac nha dau tu nudc ngoai vao Viét Nam.

Bén canh do, can tao ra cac san choi lanh manh, binh déng va co1 md tao co
hoi cho cac doanh nghiép duogc ra mit, giao luu, tiép xuc truc tiép vo1 khach hang.
Tb chirc cac hoi cho trién 1dm, hoi thao chuyén nganh... Can nhan rong hon nira
nhiéu hinh thirc binh chon va t6 chitc hdi cho trién 13m nhu héi cho trién 1dm hang

Viét Nam chat lugng cao hay Viét Nam Expo hang nim.
3.3.2.3.  Dao tao ngudn nhan lyc

Mot giai phap quan trong khac 13: dao tao ngudn nhan luc cho marketing
truc tiép - mdt cong viéc phai dugc uu tién hang dau. C6 thé ndi hién nay viéc dao

tao chuyén nganh marketing ndi chung va marketing truc ti€p ndi riéng con rat han
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ché. O Viét Nam, viéc dao tao nhiing cr nhan marketing do mdt sb rat it céac
truong dai hoc nhu: Pai hoc Kinh té Quéc dan, Pai hoc Thuong mai, mdt s6 cac
truong dai hoc dan 1ap khac & Ha Noi va Tp. HO Chi Minh tién hanh. Thém vao d6
1a nhitng kh6 khin do thiéu thén tai liéu nghién ciru va kinh nghiém thuc té tai
Viét Nam. Vi vay, dé marketing truc tiép dugc tng dung vao Vi¢t Nam, can phai
tdng cuong hon nira cong tac dao tao, hd tro cho viée tim hiéu tai liéu, kinh nghiém
tir nudc ngodi, moi cac chuyén gia vé marketing truc tiép & Anh, My... nhiing
nuéc da ing dung marketing truc tiép thanh cong téi giang day, hodc ctr nhiing

nguoi ¢o nang lyc ra nude ngoai hoc tap vé marketing truc ti€p.

Ngoai ra viéc nang cao nhan thirc ciia ngudi tiéu diung vé marketing truc
tiép 1a rat can thiét. Can phai thong qua cac phuong tién thong tin dai ching nhu
bao, dai, ti vi... dé dang tai cac bai viét, phong sy gidi thiéu marketing tryc tiép va

nhirng cong dung ctia no6 td1 nguoi tiéu dung va cac doanh nghiép Viét Nam.
Két luan chwong

Marketing truc tiép ngay nay khong chi dugc cac doanh nghiép coi 1a mot
hinh thtc truyén théng don thuan ma nd con dugc phat trién 1én thanh mot
“phuong thirc 1am marketing méi”. Cung voi qua trinh hoa nhap véi sy phat trién
ctia thé gioi, khach hang nguoi Viét Nam da va dang coi ddy 14 hinh thtrc hiéu qua,
gitip ho giai quyét duoc khong it cac van dé phét sinh trong qua trinh di mua hang.
Hon nira, n6 ciing 14 hinh thirc ma cac doanh nghi¢p da va dang ap dung du ¢ hinh
thitc so khai nhat. Tuy nhién, khach hang nguoi tiéu ding Viét Nam van con co
mot s e ngai voi marketing truc tiép nhu ho chua quen vo6i viéc mua mot san
pham ma chua duoc kiém tra, khong c6 mic ca va con tiém an nhing rui ro khi

thanh todn qua mang.

Ngoai ra, nho d6i méi nén kinh té Viét Nam phat trién voi tée d6 kha cao,
thi truong véi hon 83 triéu dan vai da sb tré duoc coi 1a thi truong tiém nang cho
bat ky doanh nghiép nao trén thé gii. S6 phu nit di lam ting 1én, internet va cong
nghé thong tin ngay cang tré nén quen thudc va pho bién, thwong mai dién tir ngay
cang duoc ap dung nhiéu hon nhd nhitng loi thé vé chi phi va tbc do. Nhitng tré
ngai lién quan tGi viéc mua hang truyén thong da tao diéu kién cho khach hang tim
kiém cac kiéu mua hang mé&i va ho hudng tng nhiét tinh véi cac chuong trinh
marketing truc tiép. Chinh vi thé, khong it cac doanh nghiép Viét Nam da va dang

dau tu co so ha téng cho viéc ung dung marketing truc tiép. Chinh vi thé, mic du



168

marketing truc tiép duge coi 1a nén va can ap dung nhung dé thuc sy dat hiéu qua
cao, nd lyc ciia cac doanh nghiép nhu xay dung co s& dir liéu, hoc tap va img dung
nhimg cong cu marketing truc tiép dé hudéng truc tiép nd luc téi khach hang 13
chua du. Nhitng diéu kién co so ha ting vi md ciing can dugc hoan thién dé gitp
cac doanh nghiép Viét Nam c6 thé ing dung va tmg dung thanh cong cong cu nay

trong mot moi truong kinh doanh toan cau.

Chuong niy ngoai viéc néu ra nhitng van dé lién quan dén méi truong kinh
doanh va khach hang dé khang dinh tim quan trong va kha ning Gmng dung
marketing truc tiép, NCS ciing di dé cap t6i cac diéu kién dé marketing truc tiép
c6 thé phét huy hiéu qua. Qua d6, dé xuat cac giai phap gitp cac doanh nghiép ting
dung hinh thic nay. Cac giai phap bao gdm ca tam vi mo, tai cac doanh nghiép va
tam vi mo, dé xuit vdi cac co quan quan 1y nha nude dé dam bao nén tang cong

bang cho cic doanh nghiép trong canh tranh.

Tat nhién, nd lyc cia doanh nghiép va chinh nhitng dé& xuit cua doanh
nghiép vé viéc xay dung mot hanh lang phép 1y du dé ho c6 thé ing dung nhitng
cong cu hiéu qua trong kinh doanh chinh 13 co sé dé nha nuéc c6 thé dua ra mot
khung kho phép luat dam bao canh tranh binh dang. Do d6, ban than doanh nghiép
phai dua vao ap dung va chi ra nhitng kh khin ma ho c6 thé s& gip phai trén thuc
té dé chinh quyén thao g&. Co nhitng diéu kién ma doi khi ca nha nuéc va doanh
nghi¢p kho co thé thuc hién dugc trong mgt sGm mot chiéu, nhu “nang cao trinh
do dan tri”. Cung véi su phat trién cua xa hoi, hy vong, trinh d dan tri s€ duoc
nang 1én va marketing truc tiép s& dugc cac doanh nghiép ung dung khi nguoi tiéu

dung Viét Nam chao don n6 mét cach néng nhiét.
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KET LUAN

Marketing truc tiép - mot xu hudng phat trién méi cta truyén thong
marketing da va dang tré nén quen thudc. N6 khong nhitng dem lai hiéu qua nhu
cac chuong trinh truyén thong ¢ dién trude ddy ma con mang lai nhitng loi ich to
16n ma quang céo, khuyén mai... khong thé 1am dugc. D6 1a nham ding muc tiéu;
c4 nhan hoa mbi quan hé mua ban; tao ra hoat dong; c6 kha nang "tang hinh chién
luoc”; dic biét ¢ thé do luong dugc hiéu qua, tor d6 tao ra uwu thé trong viéc
khuéch truong va ban san pham. Doi voi khach hang, loi ich né dem lai ciing

khong nho boi co thé Iwa chon, dat hang thuan tién, va tiét kiém thoi gian.

Marketing truc tiép huéng téi viéc thu dugce nhitng phan tng tich cuc cia
khach hang. N6 c6 nhiing tién bo déng ké so véi cac dang thirc hoat dong truyén
thong marketing truyén thong khac boi kha nang tiép can truc tiép véi dung khach
hang tiém nang mot cach ca nhan chit khong phai 1a thong tin tran lan nhu quang
c4o hay quan hé cong dong. Picu dé co nghia 13 né két hop giita quang céo va ban
hang thanh mot chic ning duy nhat, co6 kha ning xdy dung ting théng diép cho
ting c4 nhan, qua d6 c6 thé tao ra cac phan tng tic thi tich cuc tir phia khach
hang. Bén canh d6, nguoi ta co thé dé dang kiém soat va danh gia hiéu qua
marketing truc tiép hon 1a cac chuong trinh truyén thong marketing truyén thong
khéc.

Trén thuc té, marketing tryc tiép ciling sir dung quang céo trén cac phuong
tién thong tin dai ching nhu truyén thong truyén thdng véi muc tidu dat duge
nhimg phan tng rd rang cua khach hang. Marketing tryc tiép thuc hién ca chic
nang quang cao 1an chirc ning ban hang ma khong can cic trung gian marketing
nao khac. Marketing truc tiép ctia cac doanh nghiép san xuat c6 thé khong can su
trg gitip cia cac trung gian phan phdi nhu ban 1é, nén tiét kiém duogc cac chi phi
phat sinh, gia tang loi nhudn cho doanh nghi€p. Tuy nhién, nguoi lam marketing
tryc tiép da tra mot phan chi phi cho cac phuong tién truyén thong thay vi su xuét
hién ctia cac nhéan vién ban hang va trung gian ban 1¢ d6. Nhiing chi phi d6 thuong

chiém khoang 10-30% doanh sd, phu thudc vao phuong tién truyén tin st dung.

Nén tang co ban dé thuc hién marketing truc tiép chinh 14 co s& dir liéu vé
khach hang - mot tdp hop thong tin vé khach hang duoc t6 chic theo cach ma
doanh nghiép c6 thé kiém soat va quan 1y dé gitp doanh nghiép tiép can duwoc mot
cach hiéu qua nhat. Viéc xay dung co s& dit liéu doi hoi thoi gian, tién bac va cong

sttc dau tu. Mat khac, né ciing khong qua don gian dé cir dau tu 13 dem lai hiéu
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qua. Tuy nhién, néu c6 duoc co s& dir liéu vé khach hang thi cac quyét dinh

marketing n61 chung va marketing tryc ti€ép noi riéng chac chan sé hi¢u qua hon.

Dich vu khach hang dong vai trd quan trong trong marketing truc tiép. Doi
v6i nhiéu doanh nghiép, long trung thanh ciia khach hang 1a mot van dé quan trong
boi cac doanh nghiép kiém duoc da sd loi nhudn tir nhiing 1an mua lai cua khach
hang thay vi 1an mua dau tién. Mot y tudng ludn duoc cac doanh nghiép quan tim
trong marketing truc tiép 1a “marketing quan hé”, ngdy cang dugc cac doanh

nghiép danh gia cao vi muc tiéu xay dung mdi quan hé 1au dai véi khach hang.

Pé tai nay duoc thyc hién véi muc dich cung cp nhiing thong tin co ban va
hé théng nhat vé marketing truc tiép dé cac doanh nghiép co thé hiéu vé van dé
nay moét cach rd rang, iing dung né trong hoat dong kinh doanh. Hy vong, khach
hang ciing sé& coi ddy 1a mot xu thé phat trién ciia marketing dé khong con cam giac
e ngai khi tiép c4n véi cac chuong trinh marketing truc tiép ctia cac doanh nghiép.
Trén thuc té, chinh do sy han ché hiéu biét vé marketing truc tiép cua ca cac doanh
nghiép va khéach hang nén cac doanh nghi¢p da khong &p dung hodc ap dung mot
cach khong phu hop, va do vay nhiing co hoi kinh doanh 16n da bi bo qua. Hién
nay cac doanh nghiép Viét Nam di va dang dan tiép can hinh thirc marketing nay,
tuy nhién téc do tiép can con qua cham cung voi viéc cac doanh nghiép con qua
ngan ngai trong cac quyét dinh dau tu cho co so dit liéu, cho co so ha tang... da
1am cham qua trinh thiét 1ap mdi quan hé 1au dai véi khach hang. C6 mot sd doanh
nghiép da thanh thong v4i internet marketing véi cac trang nhu vietnamworks.com
(do tap doan IDG cua My dau tu), www.chodientu.com. Tuy nhién, ciing c¢6 nhiéu
doanh nghi¢p chua nhén thirc hoac da nhan thitc nhung 4p dung marketing truc
tiép chua ding cach nén hiéu qua chua cao. Dé c6 thé dua marketing truc tiép vao
hoat dong kinh doanh mdt cach hi¢u qua hon, chic chin con mat nhiéu thoi gian
va nd lyc cua khong chi cac doanh nghiép ma cia ca cic nha quan ly, cia dan

chung dé ho nhan thirc va hudng tng véi hinh thirc marketing nay.
Do thoi gian va kién thirc con han ché, NCS hy vong nhan dugc sy gbp ¥
ctia cac Thay/Co dé c6 co sé hoan thién ludn an nay. Moi y kién gop ¥ xin lién hé:

huyenpt@neu.edu.vn. Xin chan thanh cam on!




171

DANH MUC CAC CONG TRINH CONG BO CUA TAC GIA CO
LIEN QUAN DEN DE TAI LUAN AN

1. Pham Thi Huyén, “Marketing truc tiép — Mot cong cu marketing thoi cong
nghé thong tin”. Tap chi Kinh té va Phat trién s6 110, thang 8.2006, trang 52-
56

2. Pham Thi Huyén, “Marketing truc tiép: Kinh nghiém quéc té va viéc ung
dung & Viét Nam”. Tap chi Hoat dong khoa hoc, s6 588, thang 5.2008, trang
58-59

3. Pham Thi Huyén, “Marketing truc tiép”
Tap chi Doanh nghiép va Thuong hiéu, thang 4/2009 (phan 1)

Tap chi Doanh nghiép va Thuong hiéu, thang 7/2009 9 (phan 2)



10.
11.

12.

13.

14.

15.

16.

172

TAI LIEU THAM KHAO
Bao Sai gon Tiép thi (2006), Bdo cdo Nghién civu Hanh vi ngueoi tiéu ding
Viét Nam nam 2006, Tp. Ho Chi Minh.
B4o Thanh nién (2008), s6 10 ngay 10/1/2008, trang Quang cio sd 12

Nguyén Pinh Bich (2006), Doanh nghiép ban 1é Viét Nam: Chét trén san
nha, Bdo Sai gon Tiép Thi, s6 thang 6.

Tran Binh (2006), Kinh té Viét Nam 20 nam d6i méi, Thoi bdo Kinh té
Viet Nam.

Pinh Minh Chinh (2006), Internet va cudc séng, PCWorld, Tp. H5 Chi
Minh.

Tran Minh Pao (2002), Gido trinh Marketing cin ban, NXB Gio duc, Ha
Noi.

David Jobber va Geoff Lancaster (2001), Ban hang va Quan tri Ban hang,
Tai liéu dich, NXB Thong ké.

Ngan hang Thé giéi, Bdo cdo thuwong nién, 2007.

Pham Thi Huyén (2006), Marketing truc tiép — Mot cong cu marketing thoi
cong nghé thong tin, Tap chi Kinh té va Phat trién s6 110, Ha Noi.

Philip Kotler (1996), Qudn tri Marketing, Tai liéu dich, NXB Thdng ké.

Philip Kotler (2003), Nhitng phwong thirc sang tao, chién thang va khéng
ché thi truong, Tai liéu dich, NXB Tp. H6 Chi Minh.

Philip Kotler, Fernando Trias de bes (2006), T ié}) thi pha cach, Tai liéu
dich, NXB Tr¢.

Tai liéu tham khao phuc vu BDH Dai biéu bang X (2006), NXB Chinh tri
Qudc gia trang 42.

Thiém Tén That Nguyén Thiém (2004), Thi truong, chién lwoc, co cdu,
NXb Tp. H6 Chi Minh.

Trang Thuy Trang (2007), FDI thoi WTO, Thoi bdo Kinh té Viét Nam, s6
thang 7.

Vién Nghién ctru Kinh té va Quan 1y Trung wong



173

Tiéng Anh

17.

Bart Baesens, Stijn Viaene, Dirk Van den Poel, Jan Vanthienen and Guido
Dedene (2000), Bayesian neural network learning for repeat purchase

modelling in direct marketing, Ghent, Belgium.

18. Hiek wvan der Scheer (1999), Quantitative Approaches for Profit
Maximization in Direct Marketing, USA.

19. Lois K. Geller (1996), Profitable Direct Marketing Respond, The Free
Press, Singapore.

20.  Lois K. Geller (1996), The Complete guide to Profitable Direct Marketing
— Response, The Free Press, Singapore.

21.  Martin Evans (1999), Integrated Marketing Communication, The Free
Press, Canada.

22.  Nedra Kline Weinreich (1999), Hands-on Social Marketing, SAGE
Publication, Inc. America.

23.  Philip Kotler (2007), Marketing Principles, Pearson, PrenticeHall,
Singapore.

24.  Philip Kotler, Chander Brown & Adam (1998), Marketing, Australia &
New Zealand Edition 3, Prentice Hall, Australia.

25.  Philip Kotler, Donald H. Haider, Irving Rein (1993), Marketing Places,
The Free Press, New York, USA.

26.  Ros Jay (1998), Profitable Direct Marketing, Thomson International
Publisher.

27. W Gersten, R Wirth, D Arndt (2000), Predictive modeling in automotive
direct marketing, Proceedings of the sixth ACM SIGKDD international
conference on Knowledge discovery and data mining, Boston,
Massachusetts, United States.

Internet

28.  http://AffiliateFreeGuide.com

29.  http://chinhphuviet.gov.vn

30.  http://undp.org.vn



31.
32.
33.
34.
35.
36.
37.
38.
39.
40.
41.
42.
43.
44.
45.
46.

174

http://vietnammarcom.edu
http://vir.com.vn
http://www.adma.com.au
http://www.bwportal.com
http://www.congdongtinhoc.com
http://www.dmaconsumers.org/
http://www.gso.gov.vn
http://www.marketing.org.nz
http://www.onboom.com
http://www.pcworld.com.vn

http://www.the-dma.org

http://www.thongtinthuongmaivietnam.com

http://www.unicom.com.vn
http://www.vietnam.vnanet.vn
http://www.vnpt.com.vn

http://www.wb.org.vn



175

PHU LUC S6 thir ty:

Phuy luc 1: Bang ciu hoi Doanh nghiép dwoc swr dung trong nghién ciru

BANG CAU HOI
NHAN THUC VA UNG DUNG MARKETING TRUC TIEP TAI CAC DOANH
NGHIEP VIET NAM

Thua quy vi! Chiing t6i dang tién hanh mét cudc nghién civu tong thé vé nhdn thire va img

dung marketing truec tiép tai cdc doanh nghiép Viét Nam.

Rt mong dwoc sy hop tdc cia quy vi qua viéc tra 1oi cde cdu héi trong phiéu khdo sat nay.
Quy vi ¢6 thé danh dau v (hodc khoanh tron) vao 6 [7 (hodc s6) bén canh y kién hodc cot
diém thich hop nhat. NA la phirong én cho nhitng cdu khéng tra 1oi/khéng cé y kién hodc
nhitng vin dé khéng danh gid duoc.

Trdn trong cam on!

I. THONG TIN VE DOANH NGHIEP

R S 0 1) .
2. bia chi
3. Loai hinh doanh nghiép

O Nha nudc U Lién doanh (gitta cdc nudc: ....ocovvvvnvininninnn... )
U Tu nhan O 100% vén nude ngodi (tr nude .............cceee...... )
O C6 phan O KNAC oo

4. Linh virc hoat dONg. .....oeviniieii i e

5. SOVON AANGKY .o

II. NHAN THU'C CUA DOANH NGHIEP VE MARKETING TRUC TIEP

6. Trong cac hoat dong sau ddy, hoat dong nio 13 marketing tryc tiép ?
a Dl‘mg diép thoai va fax dé lién hé va nhan don dat hang cling nhu tra 161 nhitng yéu cau
thdc mac cua khach hang

Quang c4o truc tiép tai diém ban hang

Str dung email trong giao dich va trao d6i thong tin qua lai v6i khach hang

C6 trang chu riéng dé gidi thiéu san pham va c6 co ché nhan don dat hang qua mang

Khuyén mai truc tiép t&i khach hang ngudi sir dung cudi cing

(I R R R

Céc hoat dong hudng téi khach hang nham tao ra phan tmg dit hang truc tiép hodc thu
thap thong tin vé khach hang ...

U

Gidi thiéu san pham va doanh nghiép qua catalog, brochure, t& roi, to gip

U

Gidi thidu san phiam va doanh nghiép bang thu truc tiép dong thoi cé co ché thu thap
thong tin tr phia khach hang

QO Thuc hién viée ban hang qua truyén hinh, truyén thanh va béo chi
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7. C6 thé cho ring, marketing truc tiép 1a cac hoat dong giao dich v&i khach hang nham tao
ra nhitng phan Ung tryc tiép va nhanh chong nhu tra 1i cdu hoi, cung cap thong tin hoic

dat mua hang khong?

1 . Hoan toan khong 2. Khéng 3. Trunglip 4. Cothé 5. Hoan toan cé thé

8. Theo quy vi, c6 can phai 4p dung cac hoat dong giao dich truc tiép voi khach hang nhu tiép
nhan thong tin hay nhan don dit hang truc tiép tir khach hang hay khéng ?

1. Hoan toan khong can 2.Khéng can 3. Trunglap 4. Canthiét 5. Rt can thiét

9. Thé manh cua viéc lién hé tryc tiép véi khach hang 1a gi?
O Dé thuc hién
C6 thé thu thap dugc thong tin chinh x4c do chinh khach hang cung cip
Tiét kiém chi phi
Cé nhan hoa véi tirng khach hang
D@ dang do ludong/danh gia két qua
Nhim dung thi truong muc tiéu
Khong bi gidi han boi khong gian
Tao ra hanh dong phan ng cua khach hang

(I I Iy B I By W

Khong bi gidi han boi thoi gian

U
z
o

10. Theo quy vi, nhitng diéu kién chii quan ndo can cho phat trién céc hoat dong lién hé va

nhan thong tin phan hdi truc tiép v6i khach hang 14 gi ?

La doanh nghiép c6 quy mo6 16n

Ngudn vén doi dao

Hoat dong trén pham vi qudc té

Thi truong muc ti€u da xac dinh

Thi truong muc tiéu ma doanh nghi¢p hudng té1 & khu vuc thanh thi

C6 ddi ngii nhan vién gioi vé cong nghé thong tin

Co doi ngii nhan vién dugc dao tao cac k¥ nang marketing

Co tru so chinh tai thanh thi/ Khu cong nghi¢p

Lanh dao nang dong, sang tao, ung ho ing dung cac phuong thirc kinh doanh méi

[ I I Iy Ny Iy Ny Dy Iy My BN

Doanh nghiép phai ¢ trang chu trén mang internet c6 thé thu thap thong tin va nhan
don hang cua khach hang

U

Doanh nghiép phai thu thap dugc nhimng dir liéu vé khach hang
I I (T TP

11. Bé ung dung dugc marketing truc tiép, can diéu kién khach quan nao?

O Co s6 ha tang vé cong nghé thong tin phat trién manh
O Co so ha tang vé van tai/giao thong phat trién
O Hé théng Phat thanh truyén hinh cap phat trién
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H¢ thong thé thanh todn qua ngan hang phat trién

Hé théng buu chinh phat trién, dia chi nha ¢ o rang, mach lac
Kinh té da phat trién ¢ muc tuong d6i

Trinh d6 dan tri cao

Moi truong kinh doanh lanh manh

(I I Iy Wy Oy

Viéc thu thap thong tin vé thi truong d& dang boi cac ngudn cung ing ludn sin sang
L0 KAC e

12. Banh gi4 nhitng nhan dinh sau vé viée ap dung cac phuong phap giao dich, thu thap
thong tin va don dit hang tir phia khach hang véi mirc 46 dong ¥ tang dan tir 1 toi 5:

Rit  Khéng Trung  Déng Rit

Nhan dinh khong ~ dongy  lgp y  dongy
dong y

Doi hoi nhiéu von dau tur, ton kém 1 2 3 4
Doi hoi dau tu nhiéu cho xay dung hé thong 1 2 3 4 5
thong tin
Ty 1¢ i ro thuong cao 1 2 3
Pay 13 xu hudng tit yéu trong thoi dai sb hoa 1 2 3
Poi hoi phai xay dung duogc co s dit liéu vé 1 2 3
khéch hang
Can syr dinh huéng va hd trg ctia cac co quan 1 2 3 4 5
chinh quyén
Chi phi hop v6i cac qubc gia phét trién 1 2 3 4 5
Chi phit hop v6i céc san pham c6 gid tri 16n 1 2 3 4 5
Chi phu hop véi céc san pham tiéu ding 1 2 3 4 5
Chi phu hgp voi cac doanh nghiép 1én 1 2 3 4 5
Cho phép DN gidu duroc chién luge marketing 1 2 3 4 5
cua minh
Phy thudc rat nhiéu vao thai do va trinh d6 cia 1 2 3 4 5
lanh dao

[II. THONG TIN VE THUC TRANG VA DU PINH UNG DUNG MARKETING
TRUC TIEP TAI CAC DOANH NGHIEP

13. Doanh nghiép cua quy vi c6 hé théng hd so luu trit danh sach khach hang qua khi,

hién tai va tiém niang khong?

Loai khach hang C6o Khong Néu khong c6 danh sach
Khach hang néi dia lldéléCh hang, chuyén sang cau
Khach hang qudc té '

14. Néu st dung danh sach khach hang, hiy cho biét tac dung tich cuc cta n6 dbi véi

doanh nghiép khi thuc hién cac chuong trinh marketing ?
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1 . Rét thap 2. Thip 3. Binh thuong 4. Cao 5. Rét cao

15. Hiy cho biét nhitng cach thirc doanh nghiép ctia quy vi st dung dé cap nhat thong tin
vé khach hang:

Thu thap tr nhitng cudc tro chuyén voi khach hang
Mua lai tir cac doanh nghiép khac

Thu thép tr thu ctia khach hang gtri qua buu chinh
Twr email tra 1061 cua khach hang

Tir viée cung cip thém gia tri cho khach hang

Tur viéc dat hang cua khach hang

Tur cac cudc nghién ctru thi truong chung

Tir cac nha phan phdi

I I Ny Ny Iy Ny Dy Iy N

Tur cac co quan quan ly nha nude

U
2
o

16. Nhitng b phan nao cuia doanh nghiép tham gia vao viéc quan ly va cap nhat thong tin

vé khach hang?Mtic d6 tham gia tang dan tir 1-5.

Mirc dp tham gia
B¢ phin

Hoan
toan
khong

Khong
dang ke

Co,
khong
nhiéu

Nhiéu

Rat
nhiéeu

Phong ké hoach

Phong tai chinh ké toan

Phong tiéu thu/ban hang/marketing

Phong vt tw mua sim thiét bi

Phong kinh doanh

Phong nhan sy

Phong R&D

N[N

W W | W|W|W|Ww|Ww|lw

NN AR E I E IR R

DNl fh|fWh|Wh|Wh | | W

17. Doanh nghiép ctia quy vi cap nhat danh sach khéach hang theo:

1. Ngay gio 2. Thang 3. Quy 4. Nam 5. Tly tinh hinh

18. Doanh nghi¢p c6 y dinh xay dung va hoan thién co s¢ dir liéu khach hang?

QO Khéng Q Chua biét O Chéc chén co

19. Doanh nghi¢p c6 sir dung dién thoai/FAX dé giai dap thac méic va nhan don dat hang
cua khéach hang khong?
Q it str dung

QO Chua bao gid (tiép cau 20) U Luon str dung
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20. Quy vi cb théy tac dung tich cuc cua viéc giao dich, gidi dép thdc méc va nhan don

dat hang qua di¢n thoai/FAX véi hoat dong kinh doanh ctiia doanh nghiép khong?

O Khongthaygi O Ratit O Trung O Cotacdyng O Tac dung rat
binh tich cuc tich cuc

21. Trong twong lai, quy vi co sir dung dién thoai/FAX dé giai dap thic mac va nhan don

dat hang cta khach hang khong?
a Co O Khong O Khong biét chic

22. Theo quy vi, viéc str dung dién thoai/FAX dé giai dap thic méc va nhan don dat hang

ctia khach hang c6 nhitng uvu/nhugc diém gi?

Uu diém Nhuwoc diém
U Nhanh chong, thuan ti¢n QO Tén kém chi phi dién thoai
Q Chi phi thap O Can nhiéu nhan vién tryc dién thoai/FAX
QO Dé thyc hién O Khong phai moi khach hang déu c¢6 dién thoai
U Thong tin chinh xac, cap U Khach hang khong thich
nhat O Khé trao d6i nhidu thong tin, rii ro cao
O Khic ... I (s

23. Doanh nghiép c6 thiét ké va cung cip to roi, catalog, gui thu véi co ché thu nhan

thong tin va don dat hang cia khach hang khong?
Q  Chua bao gio (tiép cau 24) O Hiém khi sir dung O Ludn s dung

24. Quy vi co thiy tac dung tich cuc cua viéc guri thu chao hang kém to roi va catalog voi

hoat dong kinh doanh cta doanh nghi¢p khéng?

O Khong thdy O Ratit O Trung Q C6 tic dung QO Tac dung rat
gl binh tich cuc tich cuc

25. Trong tuong lai, quy vi c6 dinh st dung thu chao hang cung viéc cung cip to roi,

catalog cho khach hang nira khong ?
O Co O Khong O Khong biét chic

26. Theo quy vi, viéc su dung thu chao hang, cung cép to roi, catalog voi co ché thu nhan

don dit hang cta khach hang c6 nhitng wu/nhugc diém gi?

Uu diém Nhuge diém
U Nhanh chéng, thuén tién O Tén kém chi phi thiét ké va in 4n
Q Chi phi thap QO Can nhiéu nhan vién phat to roi, catalog
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O D@ thyc hién Q Ty lé tra 1oi 1a rat thap
O Thong tin chinh xac, cdp| O Léng phi vi hau hét thu chao hang, to roi va catalog
nhat do khach hang cung bi khach hang bo di ngay sau khi nhan
cap O Heé thdng dia chi & Viét Nam chua 16 rang, khong
O Khac.....ooovvvvviiiiinne, chinh xac, kho thu thap va gui thu
O Khic ...ooooviiiiiin

27. Hay lga chon phuong 4n trd 161 c6/khdng cho nhirng cau hdi sau:

Ciu héi Cé | Khéng | Néu
Doanh nghiép ¢6 lién hé véi khach hang qua email khong ? e
Doanh nghiép c6 xay dung trang WEB riéng khong? la
Y, : khén
Trang WEB duoc thiét ké dé khach hang co6 thé hoi thong tin va dat & 8
hang qua mang bat ky
Trang WEB c6 duong dan téi cac trang WEB khac va ngugc lai d‘?”g
. - nao,
Doanh nghiép c6 thuong xuyén nhén duoc thong tin phan hoi tir khach hay
hang thong qua hop thu tra 161 ? lip
Khi nhan dugc thu tra 161 tir phia khach hang, doanh nghiép c6 phuc td"c:
. 211 A chuyén
dap lai khong?
- ngay
Trang WEB cta DN ¢6 co ché tra 1oi thu ty dong theo tén cua tiing sang
nguoi truy cap khong? ciu 28
Trang Web ctia doanh nghiép c6 co ché luu lai nhitng thong tin vé
khéch hang khéng?

28. Quy vi co thay tac dung tich cuc ctia thu dién tir, mang internet va trang cha ddi voi

hoat dong kinh doanh cua doanh nghi¢p khong?

O Khong O Ratit O C6 tac dung U Téc dung tich U Téc dung tich
théy gi tich cuc Cuc cao cuc rat cao

29. Trong twong lai, quy vi co thiét ké trang chu va sir dung email dé lién hé giao dich va

thu nhap thong tin, don dat hang cua khach hang khong?
Q co O Khong O Khong biét chic

30. Theo quy vi, viéc st dung email va trang chi, internet dé thu nhan thong tin va don

dat hang ctia khach hang c6 nhimg wu/nhugc diém gi?

Uu diém Nhwoc diém

U

Nhanh chéng, thuén tién Tén kém chi phi thiét ké trang chii, phi thué
Chi phi thap tén mién, dia chi email...

D& thyc hién

Thong tin ch’inh xac, cap nhat do khach
hang cung cap

Phu hop voi thoi CNTT phat trién

Can c6 nhan vién gioi vé CNTT

oCo0D

Khach hang khong sin sang chap nhan
Email va internet con chua thinh hanh & VN

I Ry Wy W

U

Thanh toan qua mang gip nhiéu kho khin
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O Khong bi gidi han bdi thoi gian va O That kho co thé c6 duge thong tin va dia chi
khong gian email cua khach hang

QO Can it nhan vién O KhAC ...oovviiieeeeeeeeeeee e

O Khic ....oooovviiiiiiiin

31. Doanh nghiép ctia quy vi c6 thyuc hién quang céo trén truyén hinh va cung cip s dién

thoai/dia chi dé thu nhan thong tin phan hoi ctua khach hang khong?

O Chua bao gio (> cau O Da str dung, khong con st U bPang st dung
32) dung

32. Quy vi thé}f tac dong cua giao dich va ban hang qua truyén hinh, cung pép s6 dién
thoai/dia chi dé thu nhén phan hoi va don dat hang ctua khach hang nhu thé nao?

O Khong O Ratit O Trung O Coticdyng O Rat tac dung
thdy gi binh tich cuc tich cuc
33. Trong twong lai, mirc d6 sir dung truyén hinh trong kinh doanh cua doanh nghiép :
O Khong st 4 Chua O Sttdung O Sudung QO S¢€strdung
dung biét it nhiéu rat nhidu

34. Theo quy vi, viéc giao dich ban hang qua truyén hinh ¢ wu va nhuoc diém gi ?

Cén ngudi gidi thiéu hang gioi

Can nhiéu nhan vién 1€ tan tot

Uu diém Nhuwoc diém va théch thirc
Q Tiép can dugc véi dong dao quan chung | O  Chi phi cao
O Thé hién duoc ca mau sicm am thanh va | O Ty 1é phan hdi thap
hinh anh song dong O Thoi gian luu trit thng tin thip
Q it bi gi6i han boi khong gian va thoi tiét | O  Canh tranh giita cac doanh nghiép cao
O Phu hop v6i xu huéng phatrién cia thoi | O Chua c6 mang TV cép
dai O Khach hang chua quen
O Khic .o, Q
0
0

IV. THONG TIN VE NGUOI TRA LOI
Néu c6 thé, xin quy vi hdy cho biét thong tin c4 nhin ctia minh. Moi thong tin nay s& dugc
gitt kin, dugc dam bao chi phuc vu cho muc dich cua cudc nghién ctru nay.

35 Hovatén: ...ooooviiiiiiiiiii i, 36. Gi6i tinh [0 Nam O N
37. Tudi:
4 Dudi 20 a Tu21-30 Q Tu31-45 O Tu46- 60 Q Tréen 60
tudi tudi
38. Chirc vu
Q Thuoc Ban giam ddc U Truong phong/ban O Dai trudng U Nhan vién

Xin tran trong cdm on sw hop tdc ciia Quy vi !
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Phu luc 2: Két qua xir Iy dii liéu nghién cviru cdac doanh nghiép

Co ciu dia chi doanh nghiép

Tru s& chinh S6 nguoi tra 1o Tylé% |[Tylécogiatri | Tylé cong don
Pa Ning 13 4.6 4.6 7.8
Pong Nai 18 6.4 6.4 14.2
Binh Duong 10 3.5 3.5 17.7
Bac Liéu 2.1 2.1 19.9
Can Tho 2.1 2.1 22.0
Hung Yén 2.1 2.1 24.1
Ha Noi 69 24.5 24.5 48.6
Ha Tay 1 4 4 48.9
Ha Tinh 31 11.0 11.0 59.9
Hai Phong 3 1.1 1.1 61.0
HCMC 21 7.4 7.4 68.4
Hoa Binh 35 12.4 12.4 80.9
Hué 3 1.1 1.1 81.9
Khénh Hoa 9 32 32 85.1
Lang Son 3 1.1 1.1 86.2
Lai Chau 6 2.1 2.1 88.3
Nam Dinh 3 1.1 1.1 89.4
Nghé An 3 1.1 1.1 90.4
Quang Binh 3 1.1 1.1 91.5
Soc Trang 6 2.1 2.1 93.6
Tay Ninh 3 1.1 1.1 94.7
Thai Binh 6 2.1 2.1 96.8
Viing Tau 6 2.1 2.1 98.9
Vinh Phuc 3 1.1 1.1 100.0
Cong 282 100.0 100.0

Luu y : (NA-Khong tra 101)
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Co cdu vung mién

S6 nguoi tra 1o Tyle % | Ty 1€ co gia tri Ty 18 cong don

SODN | MiénBic | 138 48.9 49.3 49.3

Mién Trung | 65 23.0 23.2 72.5

Mién Nam | 77 273 27.5 100.0

Cong 280 99.3 100.0
Cong 282 100.0

Loai hinh DN
Séngudi | Ty 1& % 2’ 1€c6 814 | 1y 18 cong don

S5 DN | Nha nudc 100 355 36.4 36.4

Tu nhan 87 30.9 31.6 68.0

C6 phan 60 21.3 21.8 89.8

Lién doanh 2 7 7 90.5

100% von nuoc ngoai | 14 5.0 5.1 95.6

Khac 12 4.3 4.4 100.0

Cong 275 97.5 100.0
NA System 7 2.5
Cong 282 100.0

Nhdn thivc vé marketing triec tiép

Nhan dinh Pung
Dung dién thoai va fax dé lién hé va nhan don dat hang ciing nhu tra 16i nhiing yéu 171
cau thac mac cua khach hang
Quang cao truc tiép tai diém ban hang 155
Str dung email trong giao dich va trao d6i thong tin qua lai v6i khach hang 86
C6 trang chu riéng dé gidi thidu san pham, c6 co ché nhan don dit hang qua mang 71
Khuyén mai truc tiép t6i khach hang ngudi sir dung cudi cung 193
Céc hoat dong hudng toi khach hang nham tao ra phan tng dat hang truc tiép hodc thu
thap thong tin vé khach hang 158
Gi6i thiéu san pham va doanh nghiép qua catalog, brochure, t roi, t& gip 138
Gidi thiéu san pham va doanh nghiép bang thu truc tiép dong thoi cd ¢ ché thu thap
thong tin tr phia khach hang 102
Thue hién viéc ban hang qua truyén hinh, truyén thanh va bao chi 81

Mirc do doAng Y voi nhdn dinh: Marketing truc tiép I¥ cdac hoat dong giao dich voi khdach
hrng nham tao ra nhirng phan wrng triec tiép vie nhanh chong nhy trd loi cdu hoi, cung cdp
thong tin hodc dat mua hing

Songuoitraloi | Ty 18 % | Ty 1é co gia tri | Ty 1é cong don
S6 DN | Rat khong dongy | 1 4 4 4
Khéng dong 11 3.9 4.0 43
Trung lap 37 13.1 13.3 17.6




184

Pong 148 52.5 53.2 70.9

Rét dong y 81 28.7 29.1 100.0

Cong 278 98.6 100.0
NA System 4 1.4
Cong 282 100.0

Mire dé can thiét ciia dp dung marketing triee tiép
Songuoitraloi | Tylécoégiatri | Ty1é cong don
Hoan toan khong can thiét 4 1.4 1.4
Khong can thiét 9 3.2 4.6
Trung 1ap 1 4 5.0
Can thiét 189 67.3 72.2
Rat can thiét 78 27.8 100.0
Cong 282 100
Descriptive Statistics
S6 Gid tri nho | Gid tri 16n | Trung | D§ léch
nguoi | nhat nhat binh chuan
Mtrc d6 dong y vi nhan dinh:
Marketing tryc tiép la cac hoat dong
giao dich voi khach hang nham tao
ra nhiing phan Gng truc tiép va 278 1 5 4.07 783
nhanh chong nhu tra 161 céu hoi,
cung cap thong tin hoac dit mua
hang
Mirc d6 can thiét phai 4p dung cac
hoat dong marketing truc tiép... 281 1 S 4.17 715
S6 DN N (listwise) 277
Nhén dinh vé wu diém ciia marketing truc tiép
Dé thuc hién 97
C6 thé thu thap dugc théng tin chinh x4c do khach hang cung cép 241
Tiét kiém chi phi 75
C4 nhan hoa dén timg khach hang 87
D@ dang danh gia duoc két qua 157
Nhim dung dbi tuong muc tiéu 170
Khong bi gidi han boi khong gia 74
Tao hanh dong hudng ung ctua khach hang 109
Khong bi gidi han boi thoi gian 67
Diéu kién dé dp dung marketing truc tiép

La DN c6 quy mo6 16n 71
C6 ngudn von doi dao 53
Hoat dong trén pham vi quéc té 77
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Thi truong muc tiéu da xac dinh 146
Thi truong muyc tiéu tai khu vyce thanh thi 88
Nhan vién giéi vé CNTT 57
Nhén vién giéi vé MKT 225
C6 tru sé chinh tai cac KCN hodc khu vuc thanh thi 61
Lanh dao nang dong, sang tao va ung hd viéc ung dung loai hinh KD mai 193
C6 trang chu vé thu thap thong tin va nhan don hang cua KH 65
DN phai ¢6 CSDL vé khach hang 141
CSHT vé CNTT phat trién manh 180
CSHT vé GTVT phat trién 137
H¢ thong phét thanh truyén hinh cap phat trién 78
Heé thdng thé thanh toan qua ngan hang phat trién 114
Hé théng buu chinh phat trién, dia chi nah ¢ o rang, mach lac 117
Kinh té phat trién & mirc trong ddi cao 151
Trinh d6 dan tri cao 4 100
Moi truong KD lanh manh 156
Ngudn cung tng thong tin thi truong ludn sin sang 174

86 Gia trinho | Giatri | Trung | D9 léch

nguoi | nhat l6n nhat | binh chuan
Doi héi von dau tu cao 159 1 4 1.90 915
Dau tu cho CNTT cao 159 1 5 3.03 1.031
Ty 1€ rui ro cao 159 1 5 2.23 702
Xu hudng it yéu trong thoi ky s6 hoa 167 2 5 3.74 1.092
Phai c6 CSDL vé khach hang 163 2 5 4.02 532
chfc‘z;’cii:l; ?}iﬁgqf; iy hotrgcia |55 | 5 274 |1.025
Chi phit hop vé6i quic gia phat trién 155 1 4 2.16 950
t(ili él-.fu hop v6i cac san pham c6 gia 155 1 4 508 272
Chi phit hop véi ce san pham tiéu ding 163 1 2.60 914
Chi phu hgp voi cac doanh nghiép 1én 159 1 1.79 .630
1(\34};2 '?233 r]?lll\rll }%lﬁu duoc chién thuat 155 1 5 316 L131
B A PR PR RN YR
S6 doanh nghiép 143

C6 danh sach khach hang khong ?
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Qua khr, Hién tai, Tiém nang
da trng mua dang mua c6 kha nang mua
Dulng 247 257 203
Descriptive Statistics
Sé Gid trinho | Gidtrj | Trung Do léch
nguoi nhat l6n nhat | binh chuan
gjﬁgd‘é%%fh cuc cua viee su 257 3 5 428 656
S6 DN N (listwise) 257
Tdc dung tich cwc ciia viéc siw dung CSDL
lso‘; ngUOTUd | 10 1 oy Tyl6cogidtd | Ty1é cong dén

S6 DN | Binh thuong | 29 10.3 11.3 11.3

Cao 126 44.7 49.0 60.3

Rét cao 102 36.2 39.7 100.0

Cong 257 91.1 100.0
NA System 25 8.9
Cong 282 100.0
Thu thép thong tin tir tro chuyén véi khach hang 235
Mua lai tir cac doanh nghié€p khac 5
Thu thép tr thu gui qua buu chinh cua khéch hang 95
Tir Email giri dén dia chi hom thu dién tir cia DN 104
Tir viée cung cp thém gia tri cho khach hang 89
Tur viéc dat hang cua khach hang 228
Tur cac cudc nghién ctru thi truong 127
Ttr cac nha phan phdi 93
Tt cac co quan quan ly nha nudc 39

S6 Gid tri nho | Gid tri 16n | Trung | D§ léch
nguoi nhat nhat binh chuan

Phong ké hoach 177 1 5 3.07 1.681
Phong ké toan 148 1 5 2.48 1.473
Phong tiéu thy/Ban hang/MKT 215 1 5 4.44 .930
Phong vat tu/mua sim 128 1 5 2.72 988
Phong KD 173 2 5 4.64 716
Phong Nhan su 137 1 4 2.39 .949
Phong R&D 83 1 5 3.11 1.036
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S6 DN N (listwise) 83
Tan sudt cdp nhdt danh sach khdch hang
tsrz ﬁi"m Ty 16 % ;rrf 1€cogid |10 s cong dén

S6 DN Theo ngay gio | 39 13.8 15.0 15.0

Theo thang 73 25.9 28.1 43.1

Theo quy 26 9.2 10.0 53.1

Tuy tinh hinh 122 433 46.9 100.0

Cong 260 92.2 100.0
NA System 22 7.8
Cong 282 100.0

Co ding dign thoai/FAX dé gidi ddp thic mdc va nhin don dit hang ciia khdch hing

Sé ngudi tra 161 | TY 16 % tTrf 1€cogid | 1418 cong don
S6 DN | it sir dung 46 16.3 16.3 16.3
Luon st dung 236 83.7 83.7 100.0
Cong 282 100.0 100.0
Tdc dung tich cuc cia viéc st dung FAX va dién thoai trong giao dich véi khdach hang
1851 NgUOIE | o0 | Ty 18 o gidtri | Ty 16 cong dén
S6 | Khong thay gi 1 4 4 4
DN ['R4t it 4 1.4 1.4 1.8
Trung binh 36 12.8 12.8 14.5
Co tac dung tich cuc 146 51.8 51.8 66.3
Rét tac dung tich cye | 95 33.7 33.7 100.0
Cong 282 100.0 100.0
C6 y dinh swr dung dién thoai/FAX lién hé véi khach hang
lso‘; NgUOLUA | 19104 | Ty 16 c6 gid tri | Ty 16 cong dén
S6DN | Co 255 90.4 90.4 90.4
Khong chic |27 9.6 9.6 100.0
Cong 282 100.0 100.0
Uu diém ciia viéc dung dién thoai/fax lién hé khdach hang
. iz x . Thong tin chinh | vu diém
Nhanh chong | Chi phi thap Deé thyuc hién xéic, cap nhat Khéc
Dulng 237 132 162 64 4

Nhuoc diém ciia dién thogi/fax trong lién hé khdach hang
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, Cannhiéu | Khach hang
Ton kém nhan vién khong phai lac Khach Kho trao
chi phi truc dién nao ciing ¢6 dién | hang doi thong Rui ro
dién thoai | thoai thoai khong thic | tin cao
Dulng 137 93 129 104 156 1
Sit dung to roi, catalog cé co ché thu thip théng tin/don hang
S6 DN Ty 18 % Tyléco giatri | Ty 1é cong don
S6 DN Khong 77 27.3 28.1 28.1
Khéng chic 84 29.8 30.7 58.8
Co 113 40.1 41.2 100.0
Cong 274 97.2 100.0
NA System 8 2.8
Cong 282 100.0
Hiéu qud cua kiéu to roi va catalog co co ché thu nhin thong tin va don dat hang
18(‘2 nguoi tra Ty 18 % ;1;3/ 1€ c6 gia Ty 12 cong dén
S6 DN Khong thiy gi 1 4 5 5
Rat it 17 6.0 8.4 8.9
Trung binh 62 22.0 30.7 39.6
Co hiéu qua 97 34.4 48.0 87.6
Rét hiéu qua 25 8.9 12.4 100.0
Cong 202 71.6 100.0
NA System 80 28.4
Cong 282 100.0
Co dw dinh s dung to roi, catalog khong
o nguOi i | 1o s 0r | Ty 18 c6 gidtri | T 16 cong ddn
S6 DN Co 160 56.7 56.7 56.7
Khong 51 18.1 18.1 74.8
Khong biét chiac | 71 25.2 25.2 100.0
Cong 282 100.0 100.0
Danh gia vé wu diém ciia to roi/catalog
N}lanh chong, thuan Chi phi thip | D& thyc hién TAh(A)ng Atin chinh xac,
tién cap nhat
Khong phai 5
Ding 91 113 148 85
Nhuege diém ciia to roi/catalog
Khong

bung

phai
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Tén kém chi phi thiét ké va in 4n Count |25 124
Can nhiéu nhan vién phat to roi, catalog Count 104
Khach hang khong sin sang chip nhan Count |21 138
Thudng lang phi vi hau hét thu chao hang, to roi va Count 225
Hé théng dia chi & Viét Nam con léng nhéng, khong rd rang Count 111
Sai Dbung
Doanh nghiép c6 lién h¢ vé1 khach hang qua email khong ? 16 139
Doanh nghiép c6 xay dung trang WEB riéng khong? 20 150
Trang WEB d6 dugc thiét ké dé khach hang c6 thé hoi thong tin va dat 18 66
hang qua mang
Trang WEB d6 c6 duong dan téi cac trang WEB khac va nguoc lai 68
DN c6 thuc‘)'ng xuyén nhan dugc thong tin phn hdi tir khach hang thong qua 71 106
hop thu tra 161 ?
Khi nhan dugc thu tra 101 tir phia khach hang, doanh nghié¢p c6 phuc dap lai 118
khong?
Trang WEB ctia DN ¢6 co ché tra 16i thu ty dong theo tén cua timg ngudi 7 40
truy cap khong?
Trang Web ctia doanh nghiép ¢ co ché luu lai nhitng thong tin vé khach 51
hang khong?
Hiéu qua cua swr dung internet trong kinh doanh
Sé Gidtrinho | Gidtri | Trung | D0 léch
nguoi | nhat l6n nhat | binh chuan
Higu qua cia sir dyng internet 200 | 1.00 5.00 3.6250 | 87648
SO DN N (listwise) 200
Hiéu qua cua viéc s dung internet
1851 ngUOLa | g 12 oy ;-‘g lti“” Ty 16 cong ddn

S5 DN | Khong thiy gi 10 3.5 5.0 5.0

Rat it 5 1.8 2.5 7.5

Trung binh 53 18.8 26.5 34.0

Co hi€u qua 114 40.4 57.0 91.0

Rét hiéu qua 18 6.4 9.0 100.0

Cong 200 70.9 100.0
NA System 82 29.1
Cong 282 100.0

Duw dinh sir dung internet trong kinh doanh

SO nguoi tra
1o

Ty 16 %

Ty 1€ c6 gia
tri

Ty 18 cong don
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S6 DN Co 219 77.7 84.2 84.2

Khéng biét chic 41 14.5 15.8 100.0

Cong 260 92.2 100.0
NA System 22 7.8
Cong 282 100.0

Dung
Nhanh choéng, thuan tién 175
Chi phi thap 68
Dé thuc hién 99
Thong tin chinh xac, cdp nhat 111
Phu hop v6i thoi CNTT phat trién 191
Khong bi gidi han boi thoi gian va khong gian 166
Can it nhan vién 132
Dung

Tbn kém chi phi thiét ké va thué tén mién, dja chi 81
Cén c6 nhan vién giéi vé CNTT 107
Khéch hang khong sin sang chip nhan 63
Email va internet con chua thinh hanh & VN 134
Thanh toan qua mang gip nhiéu khé khin 97
That khé ¢6 thé c6 duoc thong tin va dia chi email cia khach hang 31

DN cé thue hign QC trén TV ma cung cip sé dién thogi hodc dia chi cho KH dé thu nhan

phdn hoi
S6 nguoi Cae, | TYI1E Ty 1é
tra 101 Tyle% co gia tri cong don
S5 DN | Chua bao gio 103 36.5 41.2 41.2
Pi sir dung 147 52.1 58.8 100.0
Cong 250 88.7 100.0
NA System 32 11.3
Cong 282 100.0
Tdc dung cua QC truc tiép trén truyé;n hinh
Sénguoitraloi [Tyle% |Tylécogiatri | Tylé cong don
S5 DN | Khong thiy gi 16 5.7 7.2 7.2
Rt it 22 7.8 9.9 17.1
Trung binh 70 24.8 31.5 48.6
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C6 hiéu qua 84 29.8 37.8 86.5
Rét hiéu qua 30 10.6 13.5 100.0
Cong 222 78.7 100.0
NA System 60 21.3
Cong 282 100.0
Tdac dung ciia hinh thiec nay 6 VN
S6 nguoi tra 1o Tyle% |Tylécogiatri |Tylécongdon
S6 DN Khong nhiéu 11 3.9 4.0 4.0
Nhiéu 149 52.8 53.6 57.6
Ré4t nhiéu 118 41.8 424 100.0
Cong 278 98.6 100.0
NA System 4 1.4
Cong 282 100.0
Trong twong lai, DN co6 st dung TV dé OC truc tiép khong
180?1 NGUOTIIE | 1 1s oy ;{l 1&“ Ty 16 cong don
S Hoan toan khong 16 5.7 5.7 5.7
DN | Khong 6 2.1 2.1 7.8
C6 thé 137 48.6 48.6 56.4
C6 47 16.7 16.7 73.0
Tét nhién 57 20.2 20.2 93.3
Chua biét 19 6.7 6.7 100.0
Cong 282 100.0 100.0
M@t 56 ddnh gid vé quing cdo trén TV
86 Gid tri nho | Gid tri 16n | Trung | D§ léch
nguoi | nhat nhat binh chuan
Zﬁ;gfﬁ?n?a QC tryc ticp trén 222 |1.00 5.00 3.4054 | 1.07104
Tac dung cua hinh thire ndy 6 VN 278 3.00 5.00 43849 | .56305
Trong tuwong lai, DN ¢6 st dung TV
dé QC truc tiép khong 282 1.00 6.00 3.6383 | 1.19475
S6 DN N (listwise) 218
Pung
Nhanh choéng, thuan tién 136
Chi phi thap 69
Dé thyc hién 117
Thong tin chinh xéc, cap nhat do chinh 99
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Phu hop v6i thoi CNTT phat trién 171
Khong bi gidi han bai thot gian/khong gian 159
Can it nhan vién 104

itk simchol | winh dep gictve | Kbl | Mangtruyén | Cinahitu
va thué kénh {mg x1r vA gidi ang ‘chua hinh cap con nl}an vién truc
truyén hinh thi¢u hang san sang chua thinh hanh | ban hang
bung | 245 149 41 128 56
Gioi tinh
S6 nguoi tra 10 Ty1l€ % | Ty 1€ co gia tri Ty 18 cong don
S6 DN Nam 129 45.7 45.9 45.9
N 152 53.9 54.1 100.0
Cong 281 99.6 100.0
NA System 1 4
Cong 282 100.0
Tuoi
S6 Doanh nghiép S6 nguoi tra 10 Tyle % | Tyl co gia tri Ty 18 cong don
Tu 21-30 142 50.4 50.4 50.7
Tu 31-45 97 344 34.4 85.1
Tur 46-60 34 12.1 12.1 97.2
Trén 60 tudi |8 2.8 2.8 100.0
Cong 282 100.0 100.0
Chirc vu
18(;)1 nguoi tra V16 % E/ 16 ¢o gia gg nle cong
S6 DN | Thudc hang giam ddc 37 13.1 13.2 13.2
Trudng phong ban 42 14.9 14.9 28.1
boi trudng 44 15.6 15.7 43.8
Nhan vién 158 56.0 56.2 100.0
Cong 281 99.6 100.0
NA System 1 4
Cong 282 100.0
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Phu luc 3: Phiéu khdo sdt Ngwoi tiéu diing

Vé mirc d¢ chip nhén marketing truc tiép
Thuwa quy vi! Chung t6i dang tién hanh mot cudc nghién ctru dé danh gia kha nang tmg dung
marketing truc tiép tai cac doanh nghiép Viét Nam. Rat mong duogc su hop tac cua quy vi qua
viéc tra 101 cac cau hoi trong phiéu diéu tra nay bang cach danh dau v vao 6 [ bén canh y
kién hogc cot diém thich hop nhat.
Xin tran trong cam on!

1. Khi mua san pham, quy vi thwong tim kiém thong tin tir ddu ?

Loai san phdm Thyc Trang Hoéamy | Van Hang
Nguon cung cip thong tin phdm | phyc, | pham | phong | laubén
giay pham
dép

1. Nguoi ban hang tai ctra hang

2. Qc trén cac phuong tién in an

3. Quang céo trén TV, radio

4. Té roi/thur gidi thiéu ctia nha cung cip

5. Nhan vién cta cong ty cung cip

6. Ngudi than, ban be, dong nghiép

7. Internet

8. Pano, apphic hay quang cao ngoai troi

9. Bao bi san pham

10. Khac

2. Hay danh gid mike @6 anh hiong ciia cdc nguon théng tin trén téi quyét dinh mua ciia
quy vi voi miec do anh huong tang dan.

Mirc @6 anh huéng Khong | Ratit | Anh Anh Anh
Ngudi cung cap thong tin anh anh huéng | huong | hudng
huong | huong | chatit | nhicu rat
nhiéu

1. Nguoi ban hang tai cira hang

2. Quéng céo trén céc phuong tién in 4n

3. Quang céo trén TV, radio

4. Torroifthur gidi thiéu ctia nha cung cip

5. Nhan vién ctia cong ty cung cip

6. Nguoi than, ban be, ddng nghiép

7. Internet

8. Pano, apphic hay quang cao ngoai troi

9. Bao bi san pham

10. Khac

3. Quy vi hay mua hang ¢ ddu nhat ?

Noi mua hang Cho | baily | Cuahang | Si€uthi | Noi
Loal héng gﬁn nha khac

Hang thyc pham 1 2 3 4 5
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Trang phuc, giay dép 1 2 3 4 5
Hoéa my pham 1 2 3 4 5
Vin phong pham 1 2 3 4 5
Hang tiéu dung lau bén 1 2 3 4 5
HangKhAC .. ...ooooveoeeeeieeiee 1 2 3 4 5

4. Quy vi co hai long voi cac phwong thirc mua hang hién tai khong ?
1. Ratkhong hailong 2. Khonghailong 3. Binhthuong 4. Hailong  5.Réthiilong

5. Quy vida tung mua hang qua thu, qua dién thogi hay qua internet chua ?

1. Chua vi chua nghe téi Chuyén sang cau 8

2. Chua, nhung da nghe noi toi

3. Roi Tiép cau 6

6. Quy vi da tieng mua hang qua thu, dién thoai hodc internet, vay :
D6 13 san pham gi?

Loai san phdm Thyc | Trang Hoéamy | Van Hang

Céach thirc mua hang pham | phuc, phdm | phong | lauben
giay dép pham

1. Qua thu

2. Qua dién thoai

3. Qua internet

Gia ca ré hon (1), ngang bang (2) hay dat hon (3)?

Loai san phim Thyc phim | Trang phuc, Hoa my Vanphong | Hang lau
Céch thuc mua hang giay dép pham pham bén

1. Qua thu L (2 (3 |1 (|2 (3 (1|23 (1|23 |1

2. Qua dién thoai 1 (2 (3 |1 (2 (3 |12 (3 ]|1]2]3]1

3. Qua internet I (2 (3 |1 (2|3 |12 (3|1 (|2]3 |1

7. Quy vi co hai long voi cach mua hang do khong?

Mirc d6 hai 1ong Réitkhong | Khonghai | Binh Hailong | Rathai
Céch thirc mua hang hai long long thuong long

1. Qua thu

2. Qua dién thoai

3. Qua internet

Chuyén sang cau 9

Hién nay dang ton tai phuong thirc ban hang va marketing tmc_n.ep.qua.thu,.d.l.en.tb.o.a.l,_>
internet hay qua truyen hinh, bao chi... Cac hinh thirc nay cho phep quy vi lién hé truc tiép

v0i cac nha cung cap qua mét phuong tién nao do, tiét kiém thoi gian va cong sttc mua hang
bang viéc cung cap day du thong tin, dua san phdm t6i tAn noi va thanh toan qua mang hoic
thanh toan cho nguoi giao hang.

8. Quy vi cé thay hitng thii véi hinh thitc mua ban/marketing nay khéng?

1. Khong 2. Chua 1 nén khong c6 ¥ kién 3.Co
Hiy danh gia nhiing wu diém cta phuong thirc d6 theo muc do tich cuc ting dan?
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Mirc d6 dong ¥ Rét khong | Khong | Trung DPéng R:Qit
Céch thirc mua hang dong y dongy | lap y dong y
1. Tiét kiém thoi gian mua hang 1 2 3 4 5

2. Khong bi gidi han boi thoi gian 1 2 3 4 5

3. Khéng gy cang thing do giao tiép 1 2 3 4 5

5. Khong rui ro giao thong 1 2 3 4 5

6. C6 thé kiém tra thong tin d& dang 1 2 3 4 5

7. Khong e ngai ngudi ban hang 1 2 3 4 5

8. Khac ......cooovviiiiii 1 2 3 4 5

9. Theo quy vi, phwong thirc mua ban dé cé nhitng nhwoe diém gi?

Mirc d6 dong ¥ Két khong | Khéng | Trung DPdng R‘ét
Céch thirc mua hang dong y dongy | lap y dong y
1. C6 thé mua phai hang kém chat lugng 1 2 3 4 5
2. Khong dugce so mo, Iya chon hang 1 2 3 4 5

3. Kho khan trong mac ca 1 2 3 4 5

4. Kho kiém tra duoc nha cung cap 1 2 3 4 5

5. Ruii ro néu mua hang tir nudc ngoai 1 2 3 4 5

6. Rui ra khi thanh toan qua mang 1 2 3 4 5
7.Khac ...ooooeiiiiii 1 2 3 4 5
10. Theo quy vi, dé mua hang qua thw, can cé diéu kién gi ?

Mic d6 can thiét Khong can | Can Rat can
Nhitng diéu kién

1. Théng tin vé doanh nghiép va san pham rd rang 1 2 3

2. Nha cung cép phai c6 uy tin tot 1 2 3

3. Hé thong dia chi phai rd rang, d& tim 1 2 3

4. Viéc gui thu phai dé dang hon 1 2 3

5. Ngudi mua phai c6 quan hé v6i nha cung cap 1 2 3

6. Nén mién phi giri thu cho khach hang 1 2 3
7.Khac ..o 1 2 3

11. Theo quy vi, dé mua ban qua dién thoai, can c6 diéu kién gi ?

Mirc d6 can thiét Khong Can | Ratcan
Nhitng diéu kién can

1. Nguoi mua phai c6 dién thoai 1 2 3

2. Viéce goi dién cho nha cung cap phai that dé dang 1 2 3

3. Viéc goi dién cho nha cung cip phai mién phi 1 2 3

4. S dién thoai ctia NCC d& nhé va duogc nhic nhé thuong xuyén 1 2 3
5.Nha cung cap phai ¢ danh tiéng t6t 1 2 3

6. Thong tin vé nha cung cip va san pham phai rd rang 1 2 3

7. Ngudi mua di ¢ quan hé tt v6i nha cung cap do 1 2 3

8. Khac ..o
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12. Theo quy vi, dé mua hang qua internet, can co diéu kién gi ?

Mirc d6 can thiét Khéngcan | Can | Ratcan
Nhitng diéu kién

1. Nguoi mua phai str dung may tinh nbi mang 1 2 3

2. Nguoi mua phai c6 thé thanh toan qua cac ngan hang 1 2 3

3. Hé thong mang phai an toan chothanh toan qua mang 1 2 3

4. Nha cung cip phai c6 danh tiéng tot 1 2 3

5. Thong tin vé nha cung cip va san phdm phai rd rang 1 2 3

6. Ngudi mua di ¢ quan hé tét v6i nha cung cip do 1 2 3

7. Chi phi cho internet phai rat ré 1 2 3

8. Khac ......cooeviiii

13. Quy vi co du dinh tié’pytuc mua hang theo phuong thirc do khong ? (Banh ddu vao 6
twong wng voi san pham/phwong thiec mua hang ma quy vi sé tiép tuc su dung)

Loai hang Thyc pham | Trang phuc, Hoa my
Phuong thirc giay dép pham

Van phong
pham

Hang lau
bén

1. Qua thu, catalog

2. Qua dién thoai

3. Qua internet

14. Theo quy vi, cac phwong thirc mua hang do phu hop voi logi

san pham gi ?

Loai hang Thuc pham | Trang phuc, Hoa my
Phuong thirc giay dép pham

Van phong
pham

Hang lau
bén

1. Qua thu, catalog

2. Qua dién thoai

3. Qua internet

15. Theo quy vi, co nén ap dung hinh thirc mua ban do tai Viét Nam hay khong ?

RAt Thé nao

khong nén

Loai hang
Phuong thirc

Khong nén
ap dung

cling dugc

Nén
ap dung

Rét cAn
ap dung

1. Qua thu, catalog

2. Qua dién thoai

3. Qua internet

16. Hay ddnh gia mirc do danh hwong ciia cac yéu t6 sau ddy tdi viéc thue hién cdc phwong
thirc mua hang ké trén o Viét Nam hién nay theo mirc do tro ngai tang dan tur 1 toi 5.

Hoan
toan
khong

Mtrc do tro ngai

Nhiing diéu kién

Khoéng | Khong | Lon
dang | qua
ke 16n

RAt
16n

1. Hé thong thong tin v& san pham va nha cung cip &
Viét Nam con chua rd rang va chua duge pho bién

2. Viéc giri thu, phan hoi, dit hang ruom r, ton kém

3. Hién cac doanh nghiép chwa cung cip giao

dich qua dién thoai, thu hodc email, internet
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4. Chuza c6 dia chi, sb dién thoai hodic email, trang chu . ..
chinh x4c ctia cdc doanh nghiép

5.Hé théng bao mat an ninh mang cta Viét Nam con
yeu kém, chua dang tin cdy

6. Danh tiéng cia cc doanh nghiép chua di tin cay

7. Cac doanh nghiép con chua c6 quan hé tét va
lau dai véi1 khach hang

8. Viéc thanh toan qua thé ¢ Vi¢t Nam con chua
an toan va pho bién

9. Nguoi Viét Nam con chua quen voi phuong
thirc nay

10. Cactréngai khac .......... ...l

II. THONG TIN VE NGUOI TRA LOI

17. HOVA LER: ..occovi i iee e e Gidi tinh : [JNam [INir
Sinh nam : SO dién thoai:  veveeereiieieinnn
18. Trinh do hoc van
[] Trung hoc phé thong [J Pai hoc [J Sau Pai hoc

19. Noi lam viéc :
[] Co quan quan 1y nha nuée [ Cac vién, truong hoc
] DN nha nudc [J Khéi tu nhan, DN tu nhan, cong ty c¢6 phan...
[J DN ¢6 vbn déu tu nude ngoai [J Cac td chire qudc té [J Noi khac

20. Noi sinh song :
[] Thanh thi [] No6ng thon

Xin trdan trong cam on sw hgp tdac ciia Quy vi!



198

Phu luc 4: Két qua xir Iy dir liéu nghién ciru Ngwoi tiéu ding

So ngwoi tham khdo cdc ngqun tin khi mua cdc sdn phtfm khdc nhau

Hang Trang Hoa Van Hang
thyce phuc, my pham  phong  lau
pham giay dép pham  bén

1 mua san pham

Ngudn tin

Tham khao thong tin tr ngudi ban

S 320 332 227 297 151
tai ctra hang
Th?m khao thong tin tir quang cao 68 151 207 193 138
in an
Tham khao thong tin tir quang cao
truyén thanh, TV 184 240 273 277 244
T'h’qm 1‘<Ahao thong tin tur to roi, thu 161 101 173 187 150
gidi thiéu, catalog
Tham‘khao thong tin tir nhan vién 298 242 185 197 163
ban hang
Tham khao thong tin tir nguoi 391 241 241 161 187

than, ban be, déng nghiép
Tham khao thong tin tir internet 241 275 173 138 149
Tham khao thong tin tir pano,

, , , . Ce e 162 162 148 174 181
apphic, quang cdo ngoai troi
Th?m khao thong tin tir bao bi san 356 240 274 172 240
pham
Mirc @ anh hwéng ciia cdc nguon tin khdc nhau véi khdach hang
Piém Diém
thép cao banh gia Do 1qéch
N nhat  nhat trung binh  chuan

Nguoi ban hang tai ctra hang 548 1.00 5.00 3.3120 196903
Quang cdo trén phuong tiéninan 537 1000 5000  3.30361 877933
Quang cao trén TV, radio 561 1.00 5.00 3.7130 1.01136
T& roi/thu gioi thigu cua NCC 538 1.00  5.00 3.0167 1.05778
Nhén vién ctia cong ty cung cip 561 1.00 5.00 3.3939 1.02986
Nguoi than, ban be, dong nghiép 561  1.00  5.00 3.8610 1.07001
Internet 538  2.00 5.00 3.2825 1.14584
Eg?o’ apphic hay quang cdo ngoai 55, 59 500 2.9073 1.10128
Bao bi san pham 572 2.00 5.00 3.4808 1.06594
Khéc 286 1.00 5.00 2.8951 1.14379

Noi thuong mua hang nhit

Cura hang Mua tai
Cho Daily gannha Siéuthi nha Noi khac

Thuc phdm 377 45 69 47 22
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Trang phuc, giay dép 67 284 107 46 34
Hoéa my pham 3 342 42 171 14
Vin phong pham 185 320 67
Hang 1au bén 12 339 12 175 34
Thu khac 80 91 69 34 69
Mirc dp hai long voi phwong thirc mua hang hién tai

Rat Dénh

khong  Khong ) i gia

hai hai Binh Hai Rat hai T?mg trung bo léch

long long thuong long long sO binh chuan
;‘_’Xng‘?,“ . 34 298 194 46 572

Lo aan 3.4406 72602
gia
Kinh nghiém mua hang qua thw, dién thoai hay internet
) Ty l¢ T}"/ 1€ cong
SOonguoi  Tylé % c6 gia tri don
Chua vi chua nghe, chua biét 33 5.8 5.9 5.9
Chua, nhung da timg nghe 412 72.0 73.6 79.5
ba tung mua 115 20.1 20.5 100.0
Tong cong 560 97.9 100.0
Mirc dp hai long voi cdac hinh thirc mua hang moi
Piém  Diém Do
thap cao banhgia  1éch

Mtrc d6 hai long N nhat nhat  trung binh chuan
Véi viéc mua hang qua thu? 57 3.00 4.00  3.6140 4911
Vi viéc mua hang qua dién thoai 115  3.00 5.00 39130 8331
Vi viée mua hang qua internet, email 69 4.00 5.00 43188 4694

Quy vi co thd'y hirng thu voi cac hinh thirc mua hang qua thw, dién thoai hay email,

internet khong

Y kién S6 Tyle% Tylécogiatri Ty 1é cong don
Khong 35 6.1 6.5 6.5
Chua rd nén chua co y kién 173 30.2 32.2 38.7
Co 329 57.5 61.3 100.0

Nhitng diém manh ciia cdc phwong thirc mua hing mdi

Diém ) Diém’cao banhgia D9 léch
N thap nhat nhat trung binh chuan

Tiét kiém thoi gian mua hang 572 1.00 5.00 3.9458 .83626
Khong bi gidi han boi thoi gian 560 3.00 5.00 4.1768 .56350
Khong gdy cang thang do giao tiép 560 1.00 5.00 3.5179 94369
Khong rui ro giao thong 561 2.00 5.00 3.9002 .83496
C6 thé kiém tra thong tin d& dang 572 1.00 5.00 2.9790 1.02998
Khong e ngai nguoi ban hang 550 1.00 5.00 3.7764 1.00408
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Nhirng nhwoc diém ciia phwong thirc mua hang maoi

},)iém, Diémlcao banh gia bo 1éch
N  thap nhat nhat trung binh chuan
Chat lugng hang khong dang tin cdy 572 1.00 5.00 3.9056 1.09521
Khong dugc so mo lya chon hang 567 1.00 5.00 4.5538 74733
Kho khan trong mac ca 539 1.00 5.00 4.4212 1.00315
Gia ca cao hon so voi mua thong 540 1.00 5.00 4.0685 .88950
Rui ro khi thanh todn qua mang 560 1.00 5.00 4.0321 .86413
Yéu cau dé khdch hang mua hang qua thuw
Diém ) Diém cao Panhgia Do léch
N thap nhat nhat trung binh  chuan
Thong tin vé DN va SP phai rd rang 572 2.00 3.00 2.7378 44024
Nha cung cip phai c6 danh tiéng tot 572 1.00 3.00 2.6818 50582
Heé théng dia chi phai rd rang, dé tim 560  1.00 3.00 2.6161 52565
Viéc gui thu phai thuén tién hon 549 1.00 3.00 2.8288 43123
Nguoi mua phai dé c6 quan hé voinha 560 1.00 3.00 2.1250 52017
Mién phi gtri thu cho khach hang 560  1.00 3.00 2.0679 76766

Yéu cdu dé khdch hang mua hang qua thw

Khong cin  Cén Rét can
Théng tin v& DN va SP phai rd rang 150 422
Nha cung cip phai c6 danh tiéng tot 11 160 401
Heé théng dia chi phai rd rang, dé tim 11 193 356
Viéc gui thu phai thuan tién hon 12 70 467
Ngudi mua phai da ¢6 quan hé véi nha cung cip 45 400 115
Mién phi giri thu cho khach hang 147 228 185

Yéu cdu dé khdch hang mua hang qua dién thoai

Khong can Can Rét can
Nguodi mua c6 dién thoai 57 274 206
Viéc goi dién phai that dé dang 27 221 314
Viéc goi dién phai mién phi 147 172 241
S6 dién thoai phai dé nh6 va dugc nhic nhé thuong xuyén 68 298 206
Nha cung cip phai c6 danh tiéng tot 11 331 218
Thong tin vé san pham va nha cung cap phai rd rang 12 125 423
Ngudi mua phai ¢6 quan hé ot voi nha cung cap 420 116

Yéu cau dé khdch hang mua hang qua internet

Khong can Can Rét can

Ngudi mua phai sir dung méy tinh nbi mang 47 184 341

Nguoi1 mua phai c6 thé thanh toan qua cac ngan hang 20 186 194
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Hé théng mang phai an toan cho thanh toan 4
Nha cung cip phai c6 danh tiéng tot 36
Thong tin vé nha cung cp va san pham phai rd rang 12
Ngudi mua phai da ¢6 quan hé véi nha cung cip 369
Chi phi cho internet phai rat ré 56

251 305
273 251
126 422
99 80

388 104

Y dinh mua thwe phim qua cdc hinh thivc mua hang mdéi

S& mua thyc pham qua
thu, catalog

S& mua thyc pham qua
dién thoai

S& mua thyc pham qua
internet

Khong 388 91.7% 262 58.2% 388 89.4%
Dulng 35 8.3% 188 41.8% 46 10.6%
Y dinh mua trang phuc qua cdc hinh thivc méi
S€ mua trang phuc, giay =~ S€ mua trang phuc, gidy ~ S€ mua trang phuc, gidy
dép qua thu, catalog dép qua dién thoai dép qua internet
Khong 434 100.0% 399 89.7% 298 68.7%
Dulng 46 10.3% 136 31.3%
Y dinh mua héa my phim qua cdc hinh thivc mua hang méi
S& mua héa my phdm qua  S& mua hdéa my phdm qua  S& mua hoéa my phim qua
thu, catalog dién thoai internet
Khong 353 81.3% 354 75.8% 334 76.4%
Ding 81 18.7% 113 24.2% 103 23.6%
Y dinh mua vin phong pham qua cdc hinh thirc mua hang moi
S& mua van phong phdm  S& mua van phong pham  S& mua vin phong pham
qua thu, catalog qua di¢n thoai qua internet
Khong 365 80.0% 228 50.0% 354 81.9%
Dulng 91 20.0% 228 50.0% 78 18.1%
Y dinh mua hang liu bén qua cdc hinh thirc mua hang mdi
S& mua hang 1au bén qua  S& mua hang ldu bén qua  S& mua hang 1au bén qua
thu, catalog dién thoai internet
Khong 347 92.3% 293 73.1% 246 71.5%
Ding 29 7.7% 108 26.9% 98 28.5%
Sw phit hop ciia cdc hinh thivc mua bdn hang héa véi thue phim
Mua hang qua thu, catalog  Mua hang qua dién thoai, ~ Mua hang qua email,
phu hop véi thue pham fax phu hop véi thuc pham internet hgp véi thuc pham
Khong 481 97.6% 206 38.3% 458 90.9%
bing 12 2.4% 332 61.7% 46 9.1%
Sw phit hop ciia cdc hinh thirc ban hang voi trang phuc
Mua hang qua thu, Mua hang qua dién thoai, Mua hang qua email,
catalog phu hop véi trang  fax phu hop véi trang internet phu hop voi trang
phuc, giay dép phuc, giay dép phuc, giay dép
Khong 390 74.0% 358 71.0% 368 69.8%
Dulng 137 26.0% 146 29.0% 159 30.2%

Sw phit hop ciia cdc hinh thicc bdn hang véi héa my phim
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Mua hang qua thu, Mua hang qua dién thoai, Mua hang qua email,
catalog phu hop véi hoéa  fax phuhop véihéamy  internet phu hop voi hoa
my pham pham my pham
Khong 366 65.4% 299 60.6% 336 65.1%
Dulng 194 34.6% 194 39.4% 180 34.9%
Sw phit hop ciia cdc hinh thivc ban hang véi vin phong phim
Mua hang qua thu, Mua hang qua dién thoai, Mua hang qua email,
catalog phu hop voi van  fax phu hop véi van internet phu hop véi van
phong pham phong pham phong pham
Khong 345 64.1% 264 51.2% 390 74.1%
Dlng 193 35.9% 252 48.8% 136 25.9%
Sw phit hop ciia cdc hinh thive ban hang véi hang lau bén
Mua hang qua thu, Mua hang qua dién thoai, Mua hang qua email,
catalog phu hop v6i hang  fax phu hop v6i hang lau  internet phu hop v6i hang
lau bén bén lau bén
Khong 380 72.1% 379 71.9% 255 49.5%
Dulng 147 27.9% 148 28.1% 260 50.5%
Mirc dp phut hop ciia cdc hinh thicc mua ban hang hoa ¢ Viét Nam
Diém thép Diém cao bDanh gia bo 1qéch
N nhat nhat trung binh chuan
Mua ban qua thu, catalog 572 1.00 5.00 3.2535 83513
Mua ban qua di¢n thoai 572 3.00 5.00 4.0979 57763
Mua bén qua internet 572 2.00 5.00 4.1189 .68499

Nhiing bat cdp con ton tai dé wrng dung marketing truc tiép

Di?::m thap Diém cao Danh giad bo léch
N nhat nhat trung binh  chuan

Hé thong thong tin vé san pham va
nha cung cap ¢ Viét Nam con chuard 565 1.00 5.00 4.0053 1.11006

rang va chua dugc phd bién
Vige guri thu, phan hoi, 4t hang 562 1.00 5.00 4.2580 87914
ruom ra, ton kém

Hién cac doanh nghiép chua cung cip
giao dich qua dién thoai, thu hodc 563 1.00 5.00 42185 1.13668
email, internet

Chua c¢6 dia chi, so dién thoai hodc

email, trang chu ... chinh xac cia cac 560 1.00 5.00 3.6839 1.28501
doanh nghi¢p

H¢ thong bao mat an ninh mang cua

Viét Nam con yeu kém, chua dang tin 569 1.00 5.00 3.9086 1.18771
cay

Danh tiéng cuia cac doanh nghiép

R 557 1.00 5.00 4.0736 1.20847
chua du tin cay

Céc doanh nghi¢p con chua c6é quan

hé tét va lau dai véi khach hang 568 1.00 5.00 4.1303 1.20724
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Viéc thanh toan qua thé ¢ Viét Nam

con chua an toan va phd bidn 569 1.00 5.00 4.1705 128676

Nguoi Viét Nam con chua quen véi

o s 560 1.00 5.00 4.6446 .92305
phuong thirc nay

Phdn tich chéo giita tudi tac va gioi tinh ciia mdu nghién ciru

Sinh nam

Dudi 20 21-30 31-45 46-60 Trén 60
Nam 45 125 45 29 17
N 57 76 82 53 43

Ty I¢ nhitng nguwoi co s6 dién thogi lién lac trong mdu nghién ciru
S6 nguoi Ty 1&¢ % Tylécogiatri Ty lé cong don

Khong 77 13.5 13.5 13.5
Co 495 86.5 86.5 100.0

Téng cong 572 100.0 100.0
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Co ciu trinh do hoc vin
S6 nguoi Ty 1& % Ty 1& c6 gia tri Ty 18 cong don

Trung hoc, phd thong 71 12.4 12.4 12.4
Pai hoc 490 85.7 85.7 98.1
Sau dai hoc 11 1.9 1.9 100.0
Téng cong 572 100.0 100.0
Noii sinh sé'ng

S6 nguoi Ty 1& % Tylécogiatri Ty lé cong don
Da Ning 16 2.8 2.8 2.8
Péng Nai 19 33 33 6.1
Binh Duong 14 2.4 2.4 8.6
Binh Thuan 15 2.6 2.6 11.2
Bic Giang 15 2.6 2.6 13.8
Béc Ninh 15 2.6 2.6 16.4
Can Tho 16 2.8 2.8 19.2
Hung Yén 24 4.2 4.2 23.4
Ha Nam 14 2.4 2.4 25.9
Ha Noi 80 14.0 14.0 39.9
Ha Tay 16 2.8 2.8 42.7
Ha Tinh 41 7.2 7.2 49.8
Hai Duong 42 7.3 7.3 57.2
Hai Phong 34 5.9 5.9 63.1
HCMC 64 11.2 11.2 74.3
Hoa Binh 15 2.6 2.6 76.9
Hué 13 23 23 79.2
Nam Pinh 18 3.1 3.1 82.3
Nghé An 33 5.8 5.8 88.1
Théi Binh 24 4.2 4.2 92.3
Thanh Héa 15 2.6 2.6 94.9
Viing Tau 15 2.6 2.6 97.6
Yén Bai 14 2.4 2.4 100.0
Téng cong 572 100.0 100.0

Noi lam vigc

Songuoi  Tylé%  Tylé cod gia tri Ty 18 cong don

Co quan quan ly nha nudc 81 14.2 14.2 14.2
DN nha nudc 69 12.1 12.1 26.2
DN c6 vbn dau tu nude ngoai 67 11.7 11.7 37.9
Céc vién, truong hoc 113 19.8 19.8 57.7
DN tu nhan, CTCP 151 26.4 26.4 84.1
Céc t chirc quéc té 23 4.0 4.0 88.1

Noi khac 68 11.9 11.9 100.0
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Tong cong 572 100.0 100.0
Thanh thi/Nong thén
S6 nguoi Ty 1& % Tylécogidtri Ty lé cong don
Thanh thi 379 66.3 66.3 66.3
Nong thon 193 33.7 33.7 100.0
Téng cong 572 100.0 100.0
Mirc dp hai long véi cac hinh thirc mua hang maoi
, Piém DG léch

Binh Rathai  trung chuan

thuong  Hai long long binh
Hai long v&i mua hang qua thu? o) 35 36140 49115
Hai long v&i mua hang qua dién thoai 45 35 35 39130  .83314
Hai long v&i mua hang qua internet, email 47 22 43188  .46944

Bdang chéo giira mirc dj hirng thu ciia nguoi tiéu dung voi cdc hinh thicc méi va danh gia
ciia hg vé nhirng wu diém ctia cdac hinh thirc do

Quy vi c6 thay himg thu véi cac hinh thitc mua hang qua
thu, dién thoai hay email, internet khong

Chua rd nén chua co Téng

Khong y kién Co cong
Tiét kiém thoi gian mua hang 1.6857 4.2775 4.0061 3.9423
Khong bi gidi han boi thoi gian 4.0000 3.9942 4.2808 4.1676
Khong gdy cang thang do giao ti€p 23714 33584 37129 3.5067
Khong rui ro giao thong 4.0000 3.7457 3.9623 3.8935
Co the kiém tra théng tin dé dang 1.6857  3.0751 31003 3.0000
Khong e ngai nguoi ban hang 3.7429 3.5318 3.9283 3.7825

Ddnh gid nhitng wu diém ciia cdc hinh thikc mua hang méi véi nhizng mivc dé nhén thirc
vé marketing khdac nhau

ba tung mua hang theo phuong thirc dat hang qua thu,

dién thoai hay internet chua?

Chua vi

chua ng,he, Chua, nhung q

chua biét da tung nghe Da ting mua Tong cong
Tiét kiém thoi gian mua hang 4.0000 3.8665 4.1043 3.9232
Khong bi gi¢i han boi thoi gian 4.6667 4.1335 42136 4.1807
Khong gy cdng thing do giao tiép 4 6667 3.2597 4.1262 3.5073
Khong rui ro giao thong 3.6667 3.7706 4.4087 3.8980
C6 thé kiém tra thong tin d& dang 3 6667 2.7257 3.6870 2.9786
Khong e ngai ngudi ban hang 4.5000 3.6658 4.1043 3.7937
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O nhitng mirc dp hai long khdc nhau, dinh gid ciia nguwoi tiéu diing vé wu diém ciia
marketing truc tiép
Hai long v6i phuong thirc mua hang hién tai?

Khong hai  Binh Rithai  Téng

long thuong Hailong long cong
Tiét kiém thoi gian mua hang 4.6765 37416 3.9948 45217  3.9458
Khong bi gi6i han bai thdi gian 4.6471 4.0302 43132 42391  4.1768
Khong gy cing thang do giao tiép 3 6765 33926 3.4505  4.4783  3.5179
Khéng rdi ro giao thong 4.0000 3.9199  3.7680  4.2609  3.9002
C6 thé kiém tra thong tin d& dang ~ 3.3529 3.0403 28196 37174  2.9790
Khéng e ngai ngudi ban hang 3.9706 3.7349  3.7049 43143 3.7764

Gidi tinh va mivc dg dinh gid wu diém ciia marketing truc tiép

Gidi tinh
Nam N Téng cong
Tiét kiém thoi gian mua hang 3.8697 4.0096 3.9458
Khong bi gidi han boi thoi gian 4.2950 4.0736 4.1768
Khong gay cang thang do giao tiép 3 6973 3.3612 3.5179
Khong rui ro giao thong 3.9540 3.8533 3.9002
C6 thé kiém tra thong tin dé dang 3.2222 2.7749 2.9790
Khong e ngai nguoi ban hang 3.5080 4.0000 3.7764
Tuédi tic va danh gid vé cic wu diém ciia marketing truc tiép
Sinh ndm
<20 21-30 3145  46-60 >60 Cong
Tiét kiém thoi gian mua hang 4.0098 3.7512 4.1181 4.1220 3.8833  3.9458
Khong bi gidi han boi thoi gian 43922 4.1144 42362 4.0857 4.0000 4.1768
Khong gay cang thang do giao tiép ~ 3.2451 3.6169 3.4646 3.7143 3.5333 3.5179
Khoéng rui ro giao thong 3.5490 4.0777 3.7402 4.2073 3.8421 3.9002
C6 thé kiém tra thong tin d& dang 34216 3.0398 2.5354 3.0000 2.9333 2.9790
Khong e ngai nguoi ban hang 3.9697 3.5737 3.8443 3.8987 3.8000 3.7764
Vigce sir dung dién thogi co anh hwong gi téi danh gia nhitng wu diém ciia marketing truc
tiep?
Co6 SDT lién lac
Khong Co Total
Tiét kiém thoi gian mua hang 3.2857 4.0485 3.9458
Khong bi gidi han boi thoi gian 4.4286 4.1366 4.1768
Khong gay cang thang do giao tiép 3.2857 3.5549 3.5179
Khong rti ro giao thong 3.8571 3.9070 3.9002

C6 thé kiém tra thong tin dé dang 2.8571 2.9980 2.9790
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Khong e ngai nguoi ban hang 3.6667 3.7913 3.7764
Trinh dé hoc vin va danh gid vé wu diém ciia marketing truec tiép

Trinh d6 hoc van

Trung hoc, i

pho thong Pai hoc Sau dai hoc  Tong cong
Tiét kiém thoi gian mua hang 3.6620 3.9857 4.0000 3.9458
Khong bi gidi han boi thoi gian 4.5932 4.1306 4.0000 4.1768
Khong gy cang thang do giao tiép 3.6102 3.4959 4.0000 3.5179
Khong rti ro giao thong 3.8310 3.8852 5.0000 3.9002
C6 thé kiém tra thong tin d& dang 3.0000 2.9755 3.0000 2.9790
Khong e ngai nguoi ban hang 4.0141 3.7411 3.7764

Khu vwee 6 va dinh gid vé wu diém ciia marketing truc tiép
Thanh thi/Nong thon
Thanh thi Nong thon Tong cong
Tiét kiém thoi gian 3.8892 4.0570 3.9458
Khong bi gidi han boi  4.1741 4.1823 4.1768
Khong gy cang thang 3.6121 3.3204 3.5179
Khong rui ro giao 3.9375 3.8290 3.9002
C6 thé kiém tra thong ~ 3.0317 2.8756 2.9790
Khong e ngai nguoi 3.9076 3.5110 3.7764
Noi lam viéc va danh gia wu diém ciia marketing truc tiép

Noi lam viéc

Co DN Cac

quan co Cac DN to

quan DN von vién, tu chl';c

lynha nha  nuéc truon nhan, quoc Noi

nuéc nudc ngoai ghoc CTCP té khac
Tiét kiém thoi gian mua hang 4.037 4.507 4.328 3.504 3.768 4.000 4.000
Khong bi gidi han boi thoi gian 4.284 4.000 4.149 3.991 4.072 5.000 4.589
Khong gy cing thang do giao tiép 3.728 3.666 2.835 3.407 3.768 3.000 3.607
Khong rti ro giao thong 4.148 3.681 3.671 3.774 4.218 2478 4.014
C6 thé kiém tra thong tin d& dang 3.000 2.840 3.179 2592 3.145 4478 2.661
Khong e ngai nguoi ban hang 3.237 3.202 4.164 3.778 4.013 4.000 3.838

Mirc dp hirng thu véi marketing truc tiép va nhin thivc vé nhiing nhwoc diém ciia
marketing truc tiép

Quy vi co thay himg thu v6i cac hinh thirc mua hang
qua thu, dién thoai hay email, internet khong

Chua 10 nén chua

Khong ¢6 ¥ kién Co Total
Chét lugng hang khong dang tin cay 46571  4.1908 37052  3.9236
Khong dugc s6 mo lya chon hang 50000  4.8140 43569  4.5470
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Kho khan trong mac ca 4.1515 4.6188 4.4469 4.4821
Gié ca hon so v6i mua thong thudng 3.6857  4.0759 41278  4.0810
Rui ro khi thanh toan qua mang 4.0857  3.9231 40712  4.0247

Kinh nghiém véi marketing truc tiép va danh gia nhiing nhuwoc diém ciia marketing truc
tiép

ba ting mua hang theo phuong thirc dat hang qua thu,
dién thoai hay internet chua?

Chua vi chua  Chua, nhung ba tung

biét da tirng nghe mua Total
Chét lugng hang khong dang tin cay 3.6667 3.8981 3.9913  3.9036
Khong dwoc so mo lya chon hang 5.0000 4.5221 44957  4.5441
Kho khan trong mac ca 4.0645 4.4643 4.3365 4.4156
Gia ca hon so v6i mua thong thudng 3.3030 4.2500 3.5146  4.0473
Rui ro khi thanh toan qua mang 3.9063 4.0025 42222 4.0401

Mirc dp hai long voi cdc hinh thirc mua ban hién tai va danh gia vé nhwoc diém cua
marketing truc tiép

Hai long v6i phuong thirc mua hang hi¢n tai?

Khoéng  Binh RAt hai

hai long thuong  Hailong long Total
Chat luong hang khong dang tin cay 4.3235 3.7383 4.0103 4.2391 3.9056
Khoéng dugc so mo lua chon hang 5.0000 4.4358 4.6771 4.4667 4.5538
Kho khan trong mac ca 4.8529 4.2650 4.6798 4.0455 4.4212
Gia ca cao so vdi mua thong thuong 4.0000 4.0989 4.2978 3.0222 4.0685
Rui ro khi thanh toan qua mang 3.8485 4.0276 4.0209 4.2391 4.0321

Gidi tinh véi viéc ddinh gid nhwoc diém ciia marketing truc tiép

Gidi tinh

Nam Nir Total
Chat lugng hang khong dang tin cay 4.2184 3.6431 3.9056
Khong duge s mo lya chon hang 4.5000 4.5987 4.5538
Kho khan trong mac ca 4.3906 4.4488 4.4212
Gia ca cao so vdi mua thong thuong 39134 4.2063 4.0685
Rui ro khi thanh toan qua mang 4.0155 4.0464 4.0321

Tuéi tac voi viéc danh gia nhwoc diém ciia marketing truc tiép

Sinh nam

<20 21-30  31-45 46-60 >60 Total

Chat luong hang khong dang tin cay 39510 3.9502 3.6772 4.2195 3.7333 3.9056
Khong dugc so mo lya chon hang 4.5941 4.5327 4.3360 4.6585 4.8667 4.5538
Kho khan trong mac ca 42871 4.4341 4.5328 4.3333 4.5094 4.4212
Gia ca cao so voi mua thong thuong 3.8800 3.8962 4.4274 4.0897 4.1455 4.0685
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4.0000 4.0859 3.9680 4.0385 4.0345 4.0321

Anh hwong ciia viéc st dung dién thoai voi viéc danh gia nhuwoc diém cua marketing truc

tiep

Co6 SPT lién lac

Khong Co Total
Chat luong hang khong dang tin cay 3.1429 4.0242 3.9056
Khong dugc so mo lya chon hang 4.7105 4.5295 4.5538
Kho khan trong mac ca 4.2923 4.4388 4.4212
Gid cé cao so véi mua thong thuong 3.4394 4.1561 4.0685
Rui ro khi thanh todn qua mang 4.0132 4.0351 4.0321

Anh hwéng ciia trinh dé hoc vin véi viéc dinh gid nhwoe diém ciia marketing truc tiép

Trinh d6 hoc van

Trgng hoc,

pho thong Pai hoc Sau dai hoc  Total
Chét lugng hang khong dang tin cdy 44930 3.8408 3.0000 3.9056
Khong dwoc so mo lya chon hang 4.6197 4.5340 5.0000 4.5538
Khoé khén trong mic ca 4.8986 4.3834 3.0000 4.4212
Gia ca hon so voi mua thong thuong 4.3382 4.0497 3.0000 4.0685
Rui ro khi thanh toan qua mang 4.0882 4.0249 4.0000 4.0321

Anh hwéng ciia noi lam vigc véi vige danh gid nhwoc diém ciia MKTG truc tiép

Noi lam viéc

Khéi tu
DNco  Cic nhan, 9

Coquan DN von dau  vién, DNtu  Cacto

quanly  nha tu nuéc truong  nhan, chic ~ Noi

nha nuéc nudc  ngoai hoc CTCP  quocté khac
Chatlugng hang khong 3 0519 36500 38358 32301 43046  4.0000  4.5000
dang tin cay
Khong duge somélya oo 48061 41970 44911 44503 44783  4.6269
chon hang
Khé khin trong mic ca  3.6494  4.6897 4.5152 43725 44694 44783  4.9394
Gidcacaohonsovéi 5 e50) 38979 44394 41553 39797 3.5000 43433
mua thong thuong
Ruirokhithanhtodn 5 o400 40303 38154 41504 40464 42727 40313

qua mang

Anh hwong ciia khu vie séng véi viéc danh gid nhwoe diém ciia marketing truc tiép

Thanh thi/Néng thon
Thanh thi Nong thon Total
Chat lugng hang khong déang tin cdy 3.9129 3.8912 3.9056
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Khong duge so mo lya chon hang 4.4813 4.6943 4.5538
Kho khan trong mac ca 4.4454 4.3736 4.4212
Gia cé cao hon so voi mua thong thuong 4.0165 4.1761 4.0685
Rui ro khi thanh toan qua mang 4.0536 3.9893 4.0321

Mirc dp hirng thu véi marketing truc tiép va vi¢c danh gia nhiing bt cdp cho viéc irng
dung marketing truc tiép ¢ Viét Nam

Mtrc do hing thu vai cac hinh thirc mua hang
qua thu, dién thoai hay email, internet

Chua ro nén Tong
Khong chuacoykien Co cong

H¢ théng thong tin vé san pham va nha cung
cap ¢ Viét Nam con chua r6 rang va chua 4.2857 3.9075 4.0839 4.0396
dugc pho bién

Viée gui thu, phan hoi, dat hang ruom ra, tén

. 4.5714 4.2303 42661 4.2751
kém
Hién cac doanh nghiép chua cung cip giao
dich qua dién thoai, thu hodc email, internet 3.9429 4.3176 4.1579  4.1951
Chua c6 dija chi, sd dién thoai hodc email,
trang chu ... chinh xé4c cta cac doanh nghiép 3.8824 3.7831 3.5815  3.6648
Hé théng be}o mat an ninh mang cua Viét
Nam con yéu kém, chua dang tin ciy 4.6571 4.2139 3.7086 3.9345
]C)ﬁz;nh tiéng cua cac doanh nghiép chua du tin 49353 43230 39419 4.0785
Céc doanh nghiép con chwra c6 quan hé tot va
lau dai voi khach hang 5.0000 4.3198 3.9327 4.1257
Viéc thanh toan qua thé ¢ Viét Nam con chua
an toan vi phd bién 3.9714 4.5614 4.0091 4.1835
Nguoi Viét Nam con chua quen véi phuong 4.9429 48061 44924 4.6248

thirc nay

Kinh nghiém véi marketing truc tiép va viéc danh gia nhirng bit cdp cho viéc rng dung
marketing truc tiép ¢ Viét Nam

ba tirng mua hang theo phuong thirc dat hang qua
thu, dién thoai hay internet chua?

Chua vi i
chuanghe, Chua, nhung D3 ting Tong
chua bict da tng nghe mua cong

H¢ thépg thong tin vé san pham va nha

cung cap ¢ Viét Nam con chua rd rang va  3.9091 4.1748 3.2778 3.9837
chua dugc pho bién

Vice gui thu, phan hoi, dathang ruom rd, - g-qq 42854 3.9907 42632
ton kém

Hién cac doanh nghiép chua cung cip

giao dich qua dién thoai, thu hodc email, 4.8182 4.0197 4.6814 4.2029
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Chua c¢6 dia chi, so dién thoai hodc
email, trang chu ... chinh x4c cta céc
doanh nghi¢p

Hé théng bao mat an ninh mang cua Viét
Nam con yéu kém, chua dang tin cay
Danh tiéng ctia cac doanh nghiép chua
du tin cay

Céc doanh nghi¢p con chua c6 quan h¢
tot va lau dai véi khach hang

Vi¢c thanh toan qua thé ¢ Viét Nam con
chua an toan va pho bién

Nguoi Viét Nam con chua quen voi
phuong thirc nay

3.9394

4.3333

5.0000

4.2121

3.8182

3.9091

3.5892

4.0829

4.1250

4.2500

4.2233

4.7324

3.9434

3.1579

3.4904

3.6087

4.0000

4.5288

3.6788

3.9084

4.0569

4.1151

4.1541

4.6442

Mikc d¢ hai long véi cdc hinh thitc mua hang viéc tai véi vigc danh gid nhitng bit cdp cho
viéc wng dung marketing truc tiép ¢ Viét Nam

Co hai long v6i phuong thirc mua hang hién tai

khong?
Khong  Binh Hai Rathai  Tong
hai long  thuong  long long cong
H¢ thépg thong tin vé san pham va nha
cung cap ¢ Viét Nam con chua rd rang ~ 4.5000 3.9799 39733 3.9348 4.0053
va chua dugc pho bién
Vice gui thu, phan hoi, dathangruom — s/55 4 1586 42435 47391 42580
ra, ton kém
Hién cac doanh nghiép chua cung cip
giao dich qua dién thoai, thu hoac 5.0000 4.1809  4.0052 4.8182 4.2185
email, internet
Chua c6 dija chi, sd dién thoai hodc
email, trang chu ... chinh xac cua cac 3.2647 39310  3.2565 4.2222 3.6839
doanh nghié¢p
Hé théng bép mat an ninh mang cua
Viét Nam yéu kém, chua dang tin cay 4.2353 4.1424  3.6082 3.4348 3.9086
Danh tiéng cua cdc doanh nghiép chua 4 gcr4 43497 35707 38913 4.0736
du tin cay
Cac doanh nghiép con chua c6 quan h¢
£t va lau dai voi khach hang 4.6176 42610 3.8964 3.9130 4.1303
Viéc thanh toan qua thé & Viét Nam con
chua an toan va phd bién 3.7879 44242  3.9330 3.8000 4.1705
Nguoi Viét Nam con chua quen v6i 48824 47979 46891 33261  4.6446

phuong thirc nay

Gidi tinh va viéc ddanh gid nhitng bét cdp cho trng dung marketing trwc tiép tai Viét Nam

Giéi tinh
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Nam N Téng cong
Hé¢ thong thong tin vé san pham va nha cung cap & Viét
Nam con chua r6 rang va chua dugc pho bién 4.1111 3.9145 4.0053
Viéc giri thu, phan hoi, dit hang ruom ra, ton kém 4.5441 4.0100 4.2580
Hién cac doanh nghiép chua cung cép giao dich qua
dién thoai, thu hodc email, internet 4.2093 4.2262 4.2185
Chua c6 dja chi, sd dién thoai hodc email, trang chu ...
chinh xac cua cac doanh nghi¢p 4.0965 3.3289 3.6839
Hé théng bdo mat an ninh mang cua Viét Nam con yéu
kém, chua dang tin cay 3.9961 3.8355 3.9086
Danh tiéng ctia cac doanh nghiép chua du tin cay 4.3962 3.7912 4.0736
Céc doanh nghiép con chua co quan hé tét va lau dai
vi khach hang 3.6667 4.5244 4.1303
Viéc thanh toan qua thé ¢ Viét Nam con chwa an toan
va phd bién 3.8269 4.4595 4.1705
Nguoi Viét Nam con chua quen voi phuong thitc ndy 4 5441 4.7324 4.6446

Tuédi tic véi viéc danh gid nhitng bit cdp cho viéc irng dung marketing truc tiép o Viét

Nam
Sinh nam
Téng
< 20 21-30 31-45 46-60 > 60 cong

Héqthéng thong tin \{é san
pham vanha cung cap & Vi€t 4 3535 39104 39370  4.0400 3.8833  4.0053
Nam con chua rd rang va
chua dugc pho bién
Viee gui thu, phan hoi, dat 3535 49056 43333 41585 42281 4.2580
hang ruom ra, ton kém
Hién cac doanh nghiép chua
cung cap giao dich quadién  4.1782  4.4949  3.4841 4.4444  4.6271 4.2185
thoai, thu hoac email, internet
Chua c6 dia chi, s6 dién thoai
hodc email, trang chu ... 3.6700  4.0821 33413 34321 34655  3.6839
chinh xac cua cac doanh
nghiép
Hé thdng bao mat an ninh )
mang ctua Viét Nam con yéu 3.5743  3.9497  3.8504 4.1585 4.1167  3.9086
kém, chua dang tin cdy
Danh tiéng ctia cac doanh

" A 42451 43316 3.9040 3.3875  4.2281  4.0736
nghi¢p chua du tin cay
Cac doanh nghi¢p con chua
c6 quan h¢ tot va lau dai voi  4.1275  4.0603  3.7874  4.3580  4.7966  4.1303

khach hang
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Viéc thanh toan qua thé &
Viét Nam’cbn chua an toan 3.9804  4.0200 4.0551
va pho bién

Nguoi Viét Nam con chua

- s 44608 4.6701  4.5118
quen v&i phuong thirc nay

4.5802  4.6949

4.8250  4.9298

4.1705

4.6446

Anh hwong cua sw dung dién thoai voi danh gia nhirng bit cdp cho viéc ung dung

marketing truc tiép 6 Vigt Nam

Co6 SPT lién lac

Khong Co Téng cong
Hé¢ thong thong tin vé san pham va nha cung cap & Viét
Nam con chua r6 rang va chua dugc pho bién 4.1039 3.9898 4.0053
Viéc gui thu, phan hoi, dat hang ruom ra, tdn kém 4.0395 42922 4.2580
Hién cac doanh nghiép chua cung cip giao dich qua dién
thoai, thu hoac email, internet 3.7013 4.3004 4.2185
Chua c6 dja chi, sd dién thoai hodc email, trang chu ...
chinh xac cua cac doanh nghi¢p 3.1067 3.7732 3.6839
Hé théng bdo mat an ninh mang cua Viét Nam con yéu
kém, chua dang tin cay 3.1558 4.0264 3.9086
Danh tiéng ctia cac doanh nghiép chua du tin cay 3.7273 4.1292 4.0736
Céc doanh nghiép con chua c6 quan hé t6t va lau dai véi
khach hang 3.8052 4.1813 4.1303
Viéc thanh toan qua thé ¢ Viét Nam con chua an toan va
phé bién 2.5714 4.4207 4.1705
Nguoi Viét Nam con chua quen véi phuong thire nay 4.3636 4.6894 4.6446

Trinh dé hoc vin va viéc dinh gid nhivng bét cdp cho viéc itng dung marketing trwe tiép ¢

Vigt Nam

Trinh d6 hoc van

Trung hoc,

phd thong  Pai hoc

Sau dai hoc Téng cong

H¢ thong thong tin vé san pham va nha

cung cap ¢ Viét Nam con chua rd rang  3.5156 4.0694

va chua dugc pho bién

Viéc giri thu, phan hoi, dat hang ruom

S 4.2958 4.2583
ra, ton kém
Hién cac doanh nghiép chua cung cip
giao dich qua dién thoai, thu hodc 4.4507 4.2344
email, internet
Chua c6 dia chi, sd dién thoai hodc
4.0563 3.6757

email, trang chu ... chinh xac cua cac

4.0000

4.0000

1.8000

1.6364

4.0053

4.2580

4.2185

3.6839



doanh nghi¢p

Hé théng bao mat an ninh mang cua
Viét Nam con yeu kém, chua dang tin

cay

Danh tiéng cuia cac doanh nghiép chwa

du tin cay

Céc doanh nghi¢p con chua c¢6 quan h¢
tot va lau dai véi khach hang
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3.6338

3.5286

4.0845

Vi¢c thanh toan qua thé ¢ Viét Nam con

chua an toan va pho bién

Nguoi Viét Nam con chua quen voi

phuong thirc nay

3.8310

4.4085

4.0000

4.1555

4.1934

4.2238

4.6967

1.6364

4.0000

1.6364

4.0000

3.9091

3.9086

4.0736

4.1303

4.1705

4.6446

Noi la vigc véi dinh gid nhitng bét cdp cho vigc ieng dung marketing trwee tiép & Viét Nam

Noi lam viéc

Co Khéi tur
quan DNco  Cac nhan, i
quan ly von dau  vién, DNte  Céctd
nha DN nha tunudéc truong nhan, chac ~ Noi
nudc nudc ngoai hoc CTCP  quocté khac
H¢ thépg thong tin vé
san pham va nha cung
cap ¢ Viét Nam con 41852 3.8551 43284 4.0973 39139 49130 3.2951
chua r6 rang va chua
duoc pho bién
Viée giri thu, phan hoi,
dat hang ruomra, ton ~ 4.5500 44839 4.6866 3.7054 4.1267 4.8261  4.2941
kém
Hién cac doanh nghiép
chua cung cap giao 3.9241 42985 41791 3.9732 44459 48182 4.2353
dich qua dién thoai, thu
hodac email, internet
Chua c6 dia chi, sb
dicn thoai hodc email, 5 550 38776 33433 3.5856  3.8523 43913 3.1912
trang chu ... chinh xac
cua cac doanh nghiép
Hé théng bao mat an
ninhmang cua VIEt 4 o741 38361 45970 3.6637 4.0336 48182 29559
Nam con y€u kém,
chua dang tin cay
Danh tiéng cta cac
doanh nghiép chwva du  4.4568 4.2759 4.1846 3.9204 3.9733 5.0000 3.4925
tin cay
Cac doanh nghiép con
chuaco quan hé tot va  4.3333  4.1304 4.1515 4.2411 4.0537 49130 3.5882

lau dai voi khach hang
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Vié¢c thanh toan qua thé

¢ Viét Nam con chua 3.8750 45507 4.4030 4.1327 43960 49130 3.2206
an toan va pho bién
Nguoi Viét Nam con
chua quen voi phuong  4.2593 4.8966 4.9701 4.6903 4.6267 5.0000 4.4118
thirc nay
Noi 6 véi vigce danh gid bt cdp cho viéc irng dung marketing truc tiép
Thanh thi/Nong thon
Nong Téng
Thanh thi thon cong
He thong t1~10r‘1g tm‘ve san pham va nh? cung cap 6 Viét Nam 41187 37740 4.0053
con chua 10 rang va chua dugc phod bién
Viéc gui thu, phan hoi, dat hang ruom ra, tdn kém 4.2000 4.3698 4.2580
Hién cac doanh nghiép chua cung cip giao dich qua dién
thoai, thu hoac email, internet 4.3612 3.9427 4.2185
Chua c6 dja chi, sd dién thoai hodc email, trang chu ... chinh
xac ciia chc doanh nghiép 4.1033 2.8802 3.6839
Hé théng bdo mat an ninh mang cua Viét Nam con yéu kém,
chua déng tin cdy 4.1538 3.4271 3.9086
Danh tiéng clia cac doanh nghiép chua du tin cay 4.4247 3.4063 4.0736
Céc doanh nghiép con chua c6 quan hé t6t va 1au dai véi
khach hang 4.2440 3.9058 4.1303
Viéc thanh toan qua thé & Viét Nam con chua an toan va phd
bién 4.3324 3.8549 4.1705
Nguoi Viét Nam con chua quen véi phuong thirc nay 46114 4.7083 4.6446
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Phu luc 5: Biéu gid quing cdo trén mét s6 phwong tién truyén thong

BIEU GIA QUANG CAO THUC HIEN NAM 2007 TREN VTV

(Kém theo Quyét dinh s6 1558 /THVN-QC ngay02thang 11 nim 2006)

Ky Thoi
hi€éu gian
AL o
w |2
o |
Ay
NE
o
A7 | T
a5
B2 gy
B3

B4

B4.1

B5  19h45
B 19055
B6.2 2212}1}1'
o
B8 21h-

Thoi diém quang cao

Gio A
T T2 dén CN
T T2 dén CN

Tu T2 dén T6

Tur T2 dén CN
Trong va ngoai chuong
trinh

Trong va ngoai chuong
trinh

Ngoai Phim & Giai tri
Chu Nhat

Gio B
Ngoai Phim
Trong Phim

Trude 18h
Sau 18h

Trudc ban tin thoi su
19h

Sau Ban tin 24/7

Trong (ngoai) chuong
trinh

Trong (ngoai) chuong
trinh

Trong (ngoai) chuong
trinh

Trudc phim cudi tuan

Gia quang cao

10" 15"
KENH VTV :

Tir 5h30 - 17h
5.000.000 d 6.000.000 d
3.500.000 & 4.200.000 d
3.500.000 & 4.200.000 d
6.000.000 d 7.200.000 &
3.500.000 d 4.200.000 d
3.500.000 & 4.200.000 d
6.000.000 & 7.200.000 &

Tir 17h - 24h
7.500.000 d 9.000.000 d
9.000.000 d 10.800.000 d
7.500.000 & 9.000.000 &
7.500.000 & 9.000.000 &
9.000.000 & 10.800.000 &
12.500.000d  15.000.000 &
11.000.000d  13.200.000 &
11.000.000d  13.200.000 &
10.000.000d  12.000.000 &
14.000.000d  16.000.000 &

20"

7.500.000 @

5.250.000 d@

5.250.000 d@

9.000.000 d

5.250.000 @

5.250.000 d@

9.000.000 d

11.250.000 @

13.500.000 @

11.250.000 @
11.250.000 @

13.500.000 @

30"

10.000.000 @

7.000.000 d

7.000.000 d

12.000.000 @

7.000.000 @

7.000.000 d

12.000.000 @

15.000.000 @

18.000.000 @

15.000.000 @
15.000.000 @

18.000.000 @

18.750.000 @ 25.000.000 d

16.500.000 @ 22.000.000 d

16.500.000 @ 22.000.000 d

15.000.000 @ 20.000.000 d

21.000.000 @ 28.000.000 d
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18.000.000 @

6.000.000 d

3.000.000 d

Tir thir 2 dén thir 6

3.000.000 d

3.000.000 d

3.000.000 d

3.000.000 d

Thir 7 va CN

3.000.000 d

7.200.000 d

9.600.000 d

Tir thi 2 dén thir 6

10.800.000 @

13.200.000 @

7.800.000 d

13.200.000 @

13.200.000 @

15.600.000 @

16.800.000 @

23h
21h - . Ao, A
B9 23K Trong phim cuoi tuan | 15.000.000 &
20h - . A %
B10 27k Chuong trinh San Khau @ 5.000.000 &
BI11 Sau 23h 2.500.000 &
KENH VTV3 :
Gio D Twr 6h-10h
DI  6hgh 1rome(meodi)chuong ) 5454600 4
trinh
D2 8hon rong(ngoal)chuong ) 54 600 ¢
trinh
D3 oh-lon 1rone(meoachuong ) 554600 ¢
trinh
10h- = Trong (ngoai) chuong
D4 11h55 trinh 2.500.000 d
Tiwr 6h - 9h45
D5 6hgh 1rone(neodi)chuong ) 5454600 4
trinh
D6 8hon | rong(ngodl)chuong ¢ 444 009 ¢
trinh
%h- Trong (ngoai) chuong
D7 9h30 trinh 8.000.000 &
Gio C Tir 11h55-19h
cr ! 11};15‘ Ngoai Phim & Gidi tri | 9.000.000 d
12h- . cae
C2 14h Trong Phim & Giai tri | 11.000.000 &
14h- = Trong (ngoai) chuong
C3.1 17h trinh 6.500.000 d
14h- = Trong (ngoai) chuong
€32 | 17430 | trinh thiéy nhi (ca tuan) LRI
17h-  Ngoai Phim & Giai tri
C4.1 19h (ca tudn) 11.000.000 &
17h- = Ngoai Phim & Giai tri
C4.2 19h (ch tuén) 13.000.000 d
17h- Trudce ban tin thoi su
C4.3 19h 19h 14.000.000 d

9h30 - 18h

Thtr 7 va CN

7.500.000 d

3.750.000 d

3.750.000 d

3.750.000 d

3.750.000 d

3.750.000 d

3.750.000 d

9.000.000 d

22.500.000 @ 30.000.000 d@

10.000.000 @

5.000.000 @

5.000.000 @

5.000.000 @

5.000.000 d@

5.000.000 d@

5.000.000 @

12.000.000 @

12.000.000 @ 16.000.000 d

13.500.000 @ 18.000.000 d

16.500.000 @ 22.000.000 d

9.750.000 d

13.000.000 @

16.500.000 @ 22.000.000 d

16.500.000 @ 22.000.000 d

19.500.000 @ 26.000.000 d

21.000.000 @ 28.000.000 d



9h30-

€5 12h

9h30-

Cé6.1 1oh

9h30-

C6.2 1oh

12h-

7 13h30

12h-

8 13h30

13h30-
0 17h

C10

C11 19h40

C12 19h45

19h50-

C13 21h10

19h50-

Cla 21h10

19h50-
CI3A 21h10

19h50-

Claa 21h10

21h-

C15 27h

21h10-

C16 22h10

22h10-
23h

C17
C18
Gio F

Gio E

Ngoai chuong trinh giai
tri

Trong chuong trinh giai
tri

Trong CT dudi 30 phut-
Thiéu nhi-MTV

Ngoai chuong trinh giai
tri

Trong CNKD, ONCN

Trong cac chuong trinh
khac

Trong phim VNCN,
DACT7

Ttr 19h45 - 23h

Gitra 2 BT DBTT va
24/7

Ngay sau BT 24/7
Ngoai Phim & Giai tri 1
Trong Phim & Giai tri 1

Ngoai CT
ALTP,HCGD, TCAN

Trong CT
ALTP,HCGD, TCAN

Ngoai Phim & Giai tri 2
Trong Phim & Giai tri 2

Trong (ngoai) CT khac

Sau 23h

VTV2: (06h-24h)

VTV4: (0h-8h)
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13.000.000 @

17.000.000 @

14.000.000 @

14.000.000 @

16.000.000 @

10.000.000 @

10.000.000 @

27.500.000 @

18.000.000 @

16.000.000 @

18.000.000 @

18.000.000 @

26.000.000 @

14.000.000 @

15.000.000 @

12.500.000 @

5.850.000 @
2.500.000 d
1.250.000 d

15.600.000 @

20.400.000 d@

16.800.000 @

16.800.000 d@

19.200.000 @

12.000.000 @

12.000.000 @

Buéi toi cac ngay

33.000.000 @

21.600.000 @

19.000.000 @

21.600.000 d

21.600.000 d

31.500.000 @

16.800.000 d

18.000.000 @

15.000.000 @

7.020.000 d
3.000.000 d
1.500.000 d

19.500.000 @ 26.000.000 d

25.500.000 @ 34.000.000 d

21.000.000 @ 28.000.000 d

21.000.000 @ 28.000.000 d

24.000.000 @ 32.000.000 d

15.000.000 @ 20.000.000 d

15.000.000 @ 20.000.000 d

41.500.000 @ 55.000.000 @

27.000.000 @ 36.000.000 d

24.000.000 @ 32.000.000 d

27.000.000 @ 36.000.000 d

27.000.000 @ 36.000.000 d

39.000.000 @ 52.500.000 d

21.000.000 @ 28.000.000 d

22.500.000 @ 30.000.000 d

18.750.000 @ 25.000.000 d

8.775.000d 11.700.000 @
3.750.000d 5.000.000 @
1.875.000d 2.500.000 @

II. CAC HINH THUC QUANG CAO KHAC: (nhu Insert logo, chay chit, panel...)
Tuy theo ndi dung va yéu ciu cua khach hang, hai bén s& cing thoa thuan va ky hop dong.

IIl. CHUONG TRINH GIGI THIEU DOANH NGHIEP, SAN PHAM
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La nhitng chuong trinh quang cao c¢6 do dai tir 3 phut téi 15 phut, gidi thiéu vé cong
nghé, quy trinh san xuit va tiéu thy san pham, vé kha ning tai chinh, quan ly, dau
tu...ctia doanh nghiép hodc gidi thiéu so luoc vé tinh ning, tac dung cta san pham.

Thoi diém phat song: Phat trude (sau) cac khdi quang cdo ngoai Phim hodc Chuong trinh
giai tri.

Pon gia phat song: bang 50% don gia quang cao; Hop dong TGT (ty gidi thiéu) khong
tinh vao gia tri hop dong nguyén tic.

. GHI CHU:

Gi4 bao gdm thué gia tri gia ting 10%

Chon vi tri dic biét: cong thém 5% trén don gia chuan 30 giay.

Cac spots quang cdo dugc tinh theo murc chuan 10", 15", 30"; cac spots quang cdo co thoi
lugng trén murc chuan dugce tinh theo gia cua mirc chuan cé thoi lugng cao hon ke tiép.
Céc loai thong tin khong mang tinh quang céo: phat song gio B3

Thong tin mang tinh nhén dao (dua tin han ché theo quyét dinh ctia Pai Truyén hinh Viét
Nam): 300.000 d/lan

Tuyén sinh, moi hop miat va mot sb thong tin dic biét: 1.200.000 d/30 gidy

BANG GIA QUANG CAO PHAT THANH NAM 2006 CUA
PAI PHAT THANH THUA THIEN HUE, Ap dung tir ngay 01/01/2006

1. LICH PHAT:
Thoi diém phat thanh Noi dung phat thanh Ghi chti
5:30 — 5:55 Thoi sy dia phuong Quaéng céo 5:55 — 6:00
6:00 - 11:00 Tiép song bai tiéng nodi Viét
Nam
11:00 — 12:00 Thoi sy téng hop phat thanh | Quang céo 11:25 — 11:30
truc tiép
12:00 — 13:00 Tiép song Dai tiéng ndi Viét | Quang céo 11:55
Nam
17:00 — 18:00 Chuong trinh tin trc, ca nhac | CT dugc khan thinh gia yéu
quang cao thich
18:00 — 19:00 Tiép song Dai tiéng noi Viét
Nam
19:00 — 19h:30 Chuong trinh van nghé

2. GIA QUANG CAO PHAT THANH: 500.000/ 60gidy

3. TY LE GIAM GIA

MUC GIA TRI HGP PONG TY LE GIAM GIA
1 Ttr 5.000.000 — 10.000.000 8%

2 Trén 10.000.000 — 20.000.000 9%

3 Trén 20.000.000 — 30.000.000 11%

4 Trén 30.000.000 — 50.000.000 12%

May phat AM cong sudt 10KW, tan sé: 720KHZ, kénh dia phuong phat 3h45phut/ngay,
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- tiép song hé I dai TNVN 2h30phut/ngdy. Cot Anten cao 128m dia diém phét song Thuay
Duong — Huong Thuy

- May phat FM cong suat 2KW, tan s 93MHZ kénh dia phuong phét 18h/ngay.

- Dia diém phat song 46 Hing Vuong Hué

- May phat FM: 10KW tan s6 106MHZ tiép song hé FM dai tiéng noi Viét Nam 24h/ngay

- Dién phii séng: 95% dan sd trén toan tinh

BIEU GIA QUANG CAO TREN BAO THANH NIEN DIEN TU
Thanh Nien Online tiéng Viét 2008

Vi tri Trang chu Trang chuyén muc S6 vi tri
Top banner
(385x70)pixel 15.000.000 8.000.000 3
Heart banner
(435x60) pixel 18.000.000 12.000.000 3
Right big logo
(165x140) pixel 10.000.000 7.000.000 3
Right logo
(165%70) nixe] 8.000.000 5.000.000 3
Left logo
(147x60) pixel 6.000.000 4.000.000 3
Strip - ad
(782x98) pixel 10.000.000 6.000.000 2
Bai viét PR 15.000.000 8.000.000
(800 chir + hinh)
Gi4 wu dii cho san phim ding nhiéu ky
1 thang - dudi 3 thang
Vi tri Trang chi Chuyén muc
Top banner 13.500.000 7.200.000
Heart banner 16.200.000 10.800.000
Righ big logo 9.000.000 6.300.000
Right logo 7.200.000 4.500.000
Left logo 5.400.000 3.600.000
Strip - ad 9.000.000 5.400.000
Bai viét PR 13.500.000 7.200.000
03 thang - duwdi 06 thang
Top banner 12.750.000 6.800.000
Heart banner 15.300.000 10.200.000
Right big logo 8.500.000 5.950.000



Right logo
Left logo
Strip - ad
Bai viét PR

06 thang - dudi 09 thang

Top banner
Heart banner
Right big logo
Right logo
Left logo
Strip - ad
Bai viét PR
09 thang - 12 thang
Top banner
Heart banner
Right big logo
Right logo
Left logo
Strip - ad
Bai viét PR

Luu ¥ vé k¥ thuat:

- Bang gia trén c6 gia tri cho 1 1an ding tuong dwong 1 tuan.
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6.800.000
5.100.000
8.500.000
12.750.000

11.250.000
13.500.00
7.500.000
6.000.000
4.500.000
7.500.000

11.250.000

9.750.000
11.700.000
6.500.000
5.200.000
3.900.000
6.500.000
9.750.000

- Logo c6 dung lugng dudi 30 Kb.

- MBbi File khong qué 3 frame.

- Mbi Frame khong dung lau qua 3 gidy.

Ban gi trén di bao gom V.A.T

BANG GIA QUANG CAO TREN BAO TUOI TRE
Ap dung vao ngay 01/04/2007

4.250.000
3.400.000
5.100.000
6.800.000

6.000.000
9.000.000
5.250.000
3.750.000
3.000.000
4.500.000
6.000.000

5.200.000
7.800.000
4.550.000
3.250.000
2.600.000
3.900.000
5.200.000

S6 lugng phat hanh vao thoi diém ap dung bang gia:420.000 ban/ngay.
Du kién dén cuoi nam 2007, s0 lugng phat hanh khoang 450.000 ban/ngay
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BANG GIA QUANG CAO TREN BAO TUOI TRE NGAY

Vi tri - Kich c&

Gia mjt lan ding (ddng)

Mau

Den tr{ing

Bang gia chinh thirc khong phan bi¢t Cong ty Trong - Ngoai nudc

Ca trang 260mmx375mm 55.000.000 39.000.000
1/2 trang 260mmx185mm 28.000.000 20.000.000
1/4 trang 127mmx185mm 14.500.00 10.200.000
1/8 trang 127mmx90mm 7.500.000 5.500.000
1/16 trang 60mmx90mm 4.000.000 3.000.000
1/32 trang 60mmx42mm 2.200.000 1.600.000
Bang gi4 chi danh cho HOC HANH va TUYEN DUNG

Ca trang 260mmx375mm 32.000.000 24.000.000
1/2 trang 260mmx185mm 16.500.000 12.500.000
1/4 trang 127mmx185mm 8.500.000 6.500.000
1/8 trang 127mmx90mm 4.500.000 3.400.000
1/16 trang 60mmx90mm 2.500.000 1.800.000
1/32 trang 60mmx42mm 1.300.000 900.000

Cac logi hinh qudng cdo khac

Rao vit mua ban nha dat dudi 50 chir: 220.000 dong (c6 anh cong thém 50.000 dong) mot
ky dang.

Rao vat mua ban, tién nghi, gia dinh, tim viéc tim nguoi, chi€u sinh, tuyén dung....dudi 50
chir: 150.000 dong mot ky dang.

Rao vit chia budn, cam ta, nhin tin... dudi 50 chix: 100.000 déng mot ky dang.

Ghi chu

1
2
3.
4. Pang quang cao trén Tuoi tré ngay va Chu Nhat, qui khach dugc dang cung ndi dung ndi

. Bang gia nay chua tinh chi phi thiét ké mau.
. Cac kho dang khac thuong s€ dugc cong thém 20% gia.

Trang Mot cong thém 10% gia. Trang Cubi cong thém 5% gia.

trén bao Tudi Tré dién tir (TTO) trong mot tuan chi voi 10% gia.
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BANG GIA QUANG CAO TREN BAO TUOI TRE CHU NHAT

Vit - Kich e Gid mgt lin ding (doAng),
Mau Den trang

Bia bon 180mmx260mm 18.000.000 | ..........

Hai - Ba 180mmx260mm 15.000.000 | ..........

Ruét ca trang || 127mmx185mm 10.000.000 || ..........

1/2 trang 127mmx90mm 5.500.000 3.800.000

1/4 trang 60mmx90mm 3.000.000 2.000.000

1/8 trang 60mmx42mm 1.600.000 1.100.000

Logo lon 30mmx175mm 3.200.000 600.000

Logo nho I15mmx175mm 1.600.000 300.000

BANG GIA QUANG CAO TREN TRANG CHU (ONLINE)

Banner trén (460px x 60px)

8 triéu dong / 1 tudn

Trang chi quang cao online

15 triéu dong / 1 tudn
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Phu luc 6: Quy trinh wng dung internet marketing

Céc doanh nghiép tai Viét Nam muén thanh cong véi Internet marketing, can thuc hién theo

cac budc sau:

Buoc 1:

Budc 2:

Buoc 3:

XAC PINH MUC BICH CUA DOANH NGHIEP

Gi6i thidu téng quan vé doanh nghiép

Gi6i thiéu vé lanh vuc va qui mo hoat dong

V& san pham dich vu cung cap: MAu ma, hinh dang, kich thudc, gia ca, chat
luong, cong dung, mai s6 san pham...

Cach thirc mua ban hang qua mang Internet, mau dic hang...

Phuong huéng phat trién ctia Cong ty

Can tim kiém d6i tac cung phat trién

Céc du 4n chuan bj trién khai

Céc du 4n hop tac, lién doanh, lién két

Céc chuong trinh khuyén mai danh cho khach hang

Cac hinh thtc hd trg khach hang, dac biét hd tro khach hang qua mang
Internet. ..

DANG KY TEN MIEN (DOMAIN NAME)

Ping ky tén mién dang: http://www.tencongty.com.vn

Domain name la tén mién hay con 1a dia chi trang web trén Internet ciia
doanh nghi¢p dang ky.

Viéc dat tén mién rit quan trong vi n6 thuong gin lién véi tén cong ty hay
nhin hiéu san pham ndi tiéng cua cong ty.

Tén mien can phai ngan gon, d¢ doc, d¢ nhd.

THIET KE TRANG THONG TIN (WEB)

V6i trang thong tin (web) khach hang c6 thé ty gidi thiéu, cung cip diy du
ndi dung thong tin hinh anh, mau sac (phu hop thong tin trong Budc 1) va
phéc hoa bo cuc trang thong tin cua chinh doanh nghi¢p (néu co).

Nha cung cap dich vu phac hoa bd cyc va thiét ké trang web theo yéu cau cua
khéch hang.

Khach hang va nha cung cép tién hanh nghiém thu va chinh sira.

Céc tiéu chuan trong qua trinh thiét ké trang web

B cuc trang thong tin (Web) don gian, gon.

Mau sic trang nhd, hinh anh hai hoa.

Can tao bd khung nhat quan dé ngudi xem khong bi rdi.

Tao an tugng cho nguoi xem.
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Budc 4: QUANG CAO TRANG WEB O §¢U §E §AT HIEU QUA NHAT?

Sau khi doanh nghiép da hoan thanh Budc 1, Budc 2 va Budc 3 roi, viy lam
sao dé nhiéu ngudi trén thé gidi biét dén tén mién, xem trang thong tin va dat
hang cta Quy doanh nghiép? Thong thudng ngudi ta s& khong biét duoc mot
tén mién (Domain name) mot cach dé dang, vi vay dé nhiéu nguoi biét dén
trang web cua chiing ta trong nudc va qudc té thi doanh nghiép can tién hanh
cac bién phap hd tro ddng bd nhim truyén bé rong rai dén khap moi nguoi vé

trang web cua minh.

Mot sb bién phép ho tro:

Ding ky tén mién cua doanh nghiép trén nhiing trang web tim kiém toan cau
nhu Yahoo, Altavita, Netscape, Mailing List,...

Dit Banner/Logo tai nhiing trang web c6 nhidu ngudi truy cap nhu tai Yahoo,
Hotmail, MailCity, NetAddress (USA.NET),...

Ping ky dia chi trang web trén Top100, Top1000 websites noi tiéng.

Goi thong bao dén khach hang, ddi tac cing v6i nhitng ngudi ¢6 quan tim
den Qui doanh nghi€p bang post, email, telephone...

Quaéng c4o dia chi trang web trén cac phuong tién truyén thong dai chung nhu
Béao, Pai, Truyén hinh, tham gia vao cac chuong trinh hi cho trien lam
VietNam Telecom, VietNam Computer World Expo...

In dia chi trang web, dia chi email ciia QUi doanh nghiép vao danh thiép,
catalog, brochure, profile...

T6 chirc hoi nghi khach hang, gidi thiéu san pham méi, dich vu méi trén

Internet. ..

Budc 5: DPANH GIA HIEU QUA TRANG WEB

Pay 1a mot trong nhitng budc quan trong nhat dé danh gia duoc hiéu qua toan bo qua trinh

thue hién tiép thi trén Internet so v6i nhitng bién phép tiép thi thong thudng cé gi khac nhau.

Dura trén bao cdo tong sd ngudi truy cdp vao trang web cua doanh nghiép, don dit hang, thu

gop ¥, thu phan hoi tir phia khach hang.

Tir d6 ¢6 co s& danh gia higu website va co nhiing cai tién kip thoi nhiam dap tmg ding nhu

cau ctia khach hang va thu hiit dwoc thém nhiéu khach hang méi.
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Phu luc 7. Mwoily do nén sw dung internet marketing [40]

Internet marketing khong con méi mé dbi v6i cac doanh nghiép trong thoi dai ma
nén kinh té mang dang giit vai trd thong soai. Tuy nhién, cho dén nay, van con rat nhiéu
cong ty, cd nho 1an 16n, chua xay dung dugc cho minh mdt chién lugc tiép thi qua
Internet. Bit dau tir nam 1994, bat ¢t mot to chirc ndo khong tao dung dugc chién luge su
dung Internet dé tiép thi san pham hay dich vu cta minh, c6 thé déu dang pham mat sai
1am 16n. V&i cac to chtrc hién nay van chua ¥ thitc dugce hiéu qua cta viée tiép thi qua
Internet, chiing t6i s€ dua ra 10 1y do tai sao ho nén can nhéc dé tién hanh tiép thi thong

qua Internet.
1. Internet- diém dén dé tim kiém théng tin

C6 18 1y do quan trong nhat dé cac cong ty can c¢6 mot chién lugc tiép thi trén
Internet 13 sy thay doi & cach thic cac khach hang tim kiém thong tin. Mic du sé luong
hach hang tham viéng cac co so kinh doanh truyén thdng van chiém sé dong nhung sé
ngudi sir dung Internet nhu mot kénh thong tin quan trong nhat, tién loi nhét, dang cang
ngay cang ting voi toc do chong mat. Pic biét, ho sir dung cac cong cu tim kiém nhu 1a
canh cong cua tri thirc va cac trang tim kiém hién nay dang tré thanh noi dwoc nhiing
ngudi sir dung Internet truy cip nhiéu nhat. Cac chuyén gia tiép thi cAn phai nhan ra rang
Internet bay gio dd va dang tré thanh san choi hitu ich, thiét thuc cua dong dao nguoi tiéu
dung. Va boi vay, néu mudn san pham cta minh duoc nhiéu ngudi biét dén, ho khong thé

dirmg ngoai san choi 1y tudng nay.
2. Internet - diéu ky vong cia khach hang

Internet khong chi 14 noi tip trung cac ngudn thong tin khac nhau vé moi loai hinh
san pham, dich vu, ma né con dang duoc ky vong 1a noi ma cac khach hang co thé nghién
ctru vé cac san phém cling nhu thyc hién viéc mua ban mot cach don gian nhét, tén it thoi
gian nhét. Diéu nay dac bi¢t hiéu qua ddi voi cac khach hang tré tudi. Tai nhiéu nudc trén
thé gidi, ching “nghién” Internet dang ngdy cang phd bién, dic biét 1a trong gidi tré. Khi
cac thanh vién ndy tr¢ thanh nguoi quan 1y gia dinh va doanh nghiép, chic chin ho s&

mong doi su hién dién cua céc san phém/dich vu cua cong ty minh trén Internet.
3. Doanh nghiép cé thé ndm badt nhiéu théng tin vé khach hang qua internet

La mot cong cu thu thap thong tin, Internet dong vai trd vé cung hi€u qua trong
viéc cung cap thong tin vé hoat dong cua khach hang. Mdi khi c6 nguoi ghé thaim mot
trang web, chic chin ho da dé lai mot sé “dau vét” trén trang web do: ho da kich vao muc
nao, ho 3 mua ban mén hang gi... va hang loat cac thong tin khac. Khi gian két phuong
thirc nhan biét khach hang, vi du nhu cac céng cu truy nhap, cic chuyén gia tiép thi c6 thé

biét duoc khach hang quay trd lai trang web ciia minh nhu thé nao. Viéc nim bat dugc
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céc hanh vi va so thich cta khach hang sé& gitp ban kip thoi dap tmg nhu cau cua khach
hang, va néu lam duoc viéc ndy, ban s& c6 thé bién ho trd thanh nhitng khach hang “rudt”

cta minh.
4. Internet gitip ban dé dang tiép thi dén diing doi trong muc tiéu

Céch 1am hiéu qua nhét d6i véi cac chuyén gia tiép thi 1a nhim vao nhiing ai dang
quan tdm dén nhitng thir ma ho chio ban. Tuy nhién, viéc nay khong hé dé dang thyc hién
chat nao. Nguoi ta c6 thé dang ném tién qua ctra s6 khi cac clip quang céo trén truyén
hinh khong chuyén tai duoc thong diép can thiét dén khach hang muc tiéu chi vi ngudi
tiéu dung dang ngay cang trd nén boi thuc véi hiang ha sa sb cac quang céo. Trong khi do,
Internet lai 1a cong cu tién loi nhat dé truyén tai thong tin véi toc d6 nhanh nhat dén
khong chi mot vai chuc nguoi, vai trim ngudi, ma 1a hang triéu triéu ngudi trong thé gidi

rong mo& khong con cach biét boi bién gidi dia 1y nay.
5. Internet la cong cu hitu hiéu kich thich tam ly mua hang tuy hung

Bit ké khach hang c6 thich san pham hay khong, Internet da t6 ra 1a cong cu réat
t6t dé thuc day cac truong hop tiéu dung mang tinh tily himg. Su tién bo ciia cong nghé
cao c6 thé gitip cac 6ng chii doanh nghiép dé dang lam dugc viéc nay. Chi can dua ra cac
goi ¥ vé san pham dya trén viéc nghién ctru thai do, tdm 1y cta khach hang, cic nha san
xuat hodc cung cip dich vu di c6 thé to chirc tot cac giao dich truc tuyén. Tam 1y thich
mua trudc tra sau, thich mua nhiéu dé dugc giam gia... cia ngudi tiéu dung trong cac
giao dich truc tuyén chinh 1a diéu ma cac cong ty kinh doanh mang quan tim, khai thac
triét dé. Tuy nhién, viéc nhiéu khach hang tr¢ thanh con no trong thdi gian dai can c6 sy
kiém soat vi néu khach hang no qué nhiéu s& tac dong tiéu cuc dén hoat dong cia cacnha

tiép thi truc tuyén.

6. Internet cho phép nha san xuat chao ban cdac san pham va dich vu theo yéu cau ca

nhan cua khach hang

Trong thoi dai bung nd cua Internet, cac nha san xuat hay cung cap dich vu c6 thé
phat trién luong khach hang trung thanh khi chét lwong san pham va dich vu dua ra thoa
min duge nhu ciu ca nhan cia timg khach hang. Piéu nay cho phép cac chuyén gia
marketing truc tuyén thyc thi cac chién luoc tiép thi theo yéu cau ciia khach hang ma theo
d6, khach hang c6 thé dugc thoai mai, tu do Iya chon san pham hay dich vu ma ho yéu
thich. Ban chit tuong tac cua Internet cho phép nha san xuit tao ra san phim cho riéng

ban, giup cho viéc lya chon mua sam cua ban tr¢ nén dé dang.

7. Internet mo ra co hoi giao dich truc tuyén tién loi nhat, linh dong nhat cho khdch hang
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Internet 1a mot dai 16 thong tin, mot siéu thi khé)ng 16, noi ma nguoi tiéu dung co
thé ghé thim hay mua sam tuy thich. Internet cho phép khach hang xem san phdm mau
trén mang, tlr cdy kim sgi chi cho dén xe hoi, biét thy... Nhd d6, khach hang cé thé dua
ra quyét dinh ngay lap tirc sau khi xem quang cdo. Trudc khi ¢ Internet, cong cu quang
céo phd bién nhét d6i v6i nguoi tiéu dung 1a goi dién dé mua hang thong qua cac kénh
quang céo trén truyén hinh hodc bao chi. Tuy nhién, viéc chuyén khach hang tir trang thai
khong van dong (vi du nhu ngdi xem tivi) sang trang thai van dong (vi du khi nhac may
dién thoai lén va quay sé) 1a khong hiéu qua so vdi viée ho co thé nhép chuot truc tiép Ién

cac mau quang céo dé tir do dua ra quyet dinh cua minh.
8. Internet truyén cam giac mot nha cung cdp dich vu hoan hao, toan dién

Internet d& dang bién cac nha phan phdi va dai 1y trd thanh nha cung cap san pham
hay dich vu véi chét luong hoan hdo, toan dién. Khong nhu céc nha cung cép san phém,
dich vu truyén thong, cac trang web ban hang truc tuyén tao chonguoi tiéu ding cam giac
t6t dep vé nha cung cap. Thong quan trang web, ngudi tiéu dung d& c6 cam giac rang, cac
ctra hang kinh doanh trén mang c6 mot “co ngoi” hién dai véi nhiéu chung loai san phém.
biéu nay co thé duoc thuc hién br:ing cach dua thong tin vé san phém va dich vu ctia cong
ty 1én trang web, tuy nhién, phia sau d6i khi “nha san xuat” lai 1a mot d6i tac kinh doanh
truyén thong khac. Chi can c6 sy thoa thuan, sip dat vé thoi gian giao nhan hang hoa,
phuong tién van chuyén san pham..., ban di c6 thé cung cip hang hoa dén khach hang co
nhu cau. . V6i cach sip dat nhu vay, khach hang s& cam thiy nhu minh dang lam an truc
tiép v6i cac nha cung cip cung cac dich vu hoan hao cua ho, trong khi thyc chat san pham

va dich vu lai dugc lay tr cac nguon khac.

9. Internet cho phép nguoi tiéu ding sir dung san pham, dich vu véi chi phi thap, gid
thanh ha, chat luwong dich vu 16t

Cong nghé Internet dang thay thé cac phuong thirc cung cip san pham va dich vy
truyén théng cling nhu trong viéc nim bt cic thong tin vé nhu cau cua khach hang.
Ngudi ta d& dang thy duoc kha ning tiét kiém chi phi trong viéc cung cdp cac san pham
va dich vu dudi dang s6 hoa (vi du nhu am nhac, 4n phém, thiét ké dd hoa.. .), trong do,
chi phi san xuat va van chuyén bi loai ra khéi gia thanh san pham. Nguoi ban hang ciing
dugc huong loi théng qua viéc khuyén khich khach hang thu thap thong tin vé san pham
trén mang trudc khi c6 giao dich truc tiép. Piéu nay gitp nha san xuét tiét kiém thoi gian
trong viéc giai thich cac thong tin so luoc vé cong ty va san pham dé c6 thé danh nhiéu
thoi gian hon cho viéc nim bat va giai quyét cac van dé quan tim ctia khach hang. Nhu da
phan tich & trén, Internet c¢6 thé cho phép giam thiéu chi phi van hanh va quan ly dong

thoi cung cép cac gia tri tot hon cho khach hang.

10. Internet hién dién khd'p noi trén thé gioi
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Internet 12 kénh truyén thong va phan phdi cho phép khach hang tiém ning trén
toan cau truy cip toi cac san pham va dich vu ctia cong ty. Thong qua trang web, cac nha
kinh doanh ¢ khip noi trén thé gidi co thé mé rong thi truong muc tiéu ra gip nhiéu lan.
Néu nhu trudce day khi chua c6 thuong mai dién tir, cac giao dich quéc té dién ra phuc tap
v6i chi phi khé tén kém thi ngay nay, Internet da két ndi tat ca moi nguoi véi nhau thanh
mot cong dong kinh doanh khong bién gii quéc gia . Cho du viéc 1ap nén trang web
khong bao dam cho viéc kinh doanh mang tinh chat toan cau (con can tién hanh nhiéu
viéc khac dé trang web c6 tinh thuong mai toan céu), Internet van duoc coi 1a mot budc

nhay vot trong viéc kinh doanh mang tam c& toan cau.
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Phu luc 9: S6 thué bao internet tai Vigt Nam tinh dén thing 7/2006

Niam S6 thué bao/100 dan S6 ngudi sir dung
2001 0,25 1009544

2002 0,38 1500000

2003 0,8 3098007

2004 1,66 6345049

2005 2,89 10710980

(Nguon sé liéu nguoi sir dung Internet: Internet world statistics (IWS))

Phu luc 10: Sé ngwéi sir dung internet 6 Vi¢t Nam tiv thang 1-7/2006

Thang 1 11090513 Thang 5 12911637
Théng 2 11786150 Thang 6 13157156
Théng 3 12269667 Théang 7 13418667
Thang 4 12533273

Tinh dén thang 1/2006 sb nguoi sir dung internet tai Viét Nam da tang dén mirc ky

luc 10710980 ngudi nang ty 1¢ dan s str dung 1én 12.90 % dan sd.

Da c6 13295 tén mién Viét Nam dugc dang ky. Tong bang thong kénh két nbi
qudc té cua Viét Nam 1a 3615 Mbps va da cung cip 755200 dia chi IP.

Nguén: VNNIC, 2006
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Phu luc 11: Sé ngwoi sir dung internet & Pong Nam A tiv 7-12/2005

S6 nguoi str dung S6 thué bao Ty 1é str dung/dan s
Malaysia 27392442 10040000 36.65
Singapore 4300000 2421000 56.30
Brunei 393568 56000 14.22
Thai Lan 66527571 8420000 12.65
Philippines 85712221 7820000 9.12
Viét Nam 83000000 10700000 12.89
Indonesia 221900701 18000000 8.11
Lao 5719497 20900 0.36
Campuchia 15017110 41000 0.27
Myanmar 54021571 63700 0.11
Khu vuc Asean 563984681 57582600 10.20

(]Vguén s6 lidu nguoi su dung Internet: Internet world statistics (IWS))

Phu luc 12. Mt sé dia chi ban hang qua mang:

1. http://vdcsieuthi.van.vn

2. wvw.muabandtdd.com
3.www.vietnamshops.com.vn

4. www .sieuthihuyhoang.com
S5.www.vnmarketplace.net
6.www.sachviet.com

7. www.thegioimobi.com

8. www.sieuthinguyenkim.com.vn
9. www.golmart.com.vn

10. www.mobivietnam.com




